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[bookmark: _qhzdswv3r7lx]Usability Script
[bookmark: _92xvy3bb1ymm]Round 1 - Client Profile & Client Connect
[bookmark: _mvtkn3wna6f2]
[bookmark: _al95eslyvxdr]
[bookmark: _oyx6w76a5mob]Set-up
· Print script for yourself and distribute to observers
· Personalize the first screen of prototype in Figma
· Load prototype in a new window - fill screen
· Ensure the Figma UI is hidden
· Get on Google Meet call for the backchannel
· Silence Slack, phone, etc.
· Share whole screen with Google Meet audience
· Get on Zoom call 10 minutes before the scheduled time
· Screen share only the prototype window
· When the participant arrives, spend 1-2 minutes chatting with them about their day / weekend / the weather, where they’re from, etc. 

[bookmark: _yzanaa2xleek]Introduction

Shall we get started?

Awesome. First off, I would like to say thank you for taking the time for OUR chat today.

The purpose of today’s session is to conduct a usability study to improve the way folks like yourself use and experience our LumaTax. 

We are going to focus on several different scenarios today, including an experience for onboarding a new user, for filling out a client profile, and collaborating with your clients to complete that profile. 

As I mentioned, the experiences you’ll see and interact with today are a wireframe prototype and not fully functional. By wireframe, I mean that the screens are black & white and not representative of what the final product will look like. And by prototype, I mean that the screens you will see are only a simulation of how the product could function.

During the study, I will be asking you to complete certain tasks having to do with those scenarios. I will pose questions about what you’re seeing and how you’re interpreting certain things. I ask that you NOT click on anything until you are instructed to do so. This will allow us to have a conversation about your expectations. I should also mention to not use your back button, as it may break the prototype!

Most importantly, while you are working with the prototype, I ask that you “think aloud” and narrate your thoughts and feelings. We want your honest feedback, there’s no way you can hurt my feelings. Please know that we are evaluating the workflow and the interactions of the prototype, NOT your technical skills or your professional abilities. 

One thing to note, you may encounter things that you are unfamiliar with, such as terms, concepts, etc. I will not be able to answer any questions you may have about these during the test.  Ultimately, I want to hear about things that may be confusing, as that helps us see what needs to be fixed.  

Lastly, I normally capture a screen recording so that I can review our conversation after the fact. Is it OK with you if I set up the recording?

Do you have any questions before we begin? 

[bookmark: _oj1b9f71eiyk]Hand-off to participant
· Begin recording (if permitted)
· Advance to the “Begin the study” screen
· Give user control of your screen

I’ve just given you control of my screen, can you verify that you have control by clicking the BEGIN STUDY button please?  Great.

[bookmark: _fty099k93o8s]Scenario 1 - Onboarding
Let’s get started with our first scenario!

I’d like you to imagine you are an accountant named Aaron working at the firm ABC Accounting. Someone in your firm has just invited you to LumaTax and you receive this email.

Take a moment to read it and let me know when you are done.

What do you think of the content of this email?

Is there anything missing that you think should be added?

After receiving this message, would you be enticed to “Accept the Invitation”?

Alright, let’s click it.  

· User clicks Accept Invitation
· Practice Summary appears and they are presented with a welcome message

Now let’s imagine you went through setting up your password and account (we’re not testing that today) and you land on this screen.

What just happened?

How do you feel about the welcome message?

Considering Aaron (aka you) are new to our product in this scenario, would you be likely to hide future tutorial messages?

If you were to hide future tutorial messages, what do you think would happen on this screen?

Let’s try it

· User clicks checkbox
· Box checks and message comes up

Is that about what you expected?

Let’s say you wanted to turn them back on, how would you go about doing that?

Any additional thoughts on this welcome message and the option to turn off tutorial messages?

Ok, for the purpose of this study, let’s keep them on.  

Shall we move on? Go ahead and click “Let’s Get Started”
· User clicks Let’s Get Started
· Practice Summary displays with a Product Tour overlay

What are you seeing here?

How do you feel about the overlay?

Looking at the Practice Summary, what do you make of the content on this dashboard?

How would you move on from here?

Alright. Let’s continue.

· User clicks Continue
· Product tour highlights Add a Client

What is this box telling you?

From your perspective, why is completing a client profile important?

Perfect - thank you for that. Let’s go ahead an Add a Client.

· User clicks Add a Client
· Add a New Client wizard appears


[bookmark: _oytmxnpnsgk2]Scenario 2 - Add a Client
Take a moment to review this screen. 

When you’re ready, can you share your thoughts on what you’re seeing?

What is your opinion of the format of this screen?



How would you go about learning more about the client search?

Great feedback. Thank you.

We’re going to add a fictitious company name called ACME Supply Company. Since this is a static prototype, there is no ability to type in the box. What I’d like you to do is click in the box to simulate typing.

· User clicks in the box
· One letter appears

Go ahead and click again

· User clicks in box
· Two more letters appear and the Look Up Company button activates

Notice anything as you “type”?

One more time

· User clicks in box
· The rest of the company name appears

What do you think will happen when you search for your client?

Awesome. Let’s Look Up Company!

· User clicks Look Up Company
· Multiple companies were found

What’s happening here?

How do you feel about this approach to Company Lookup?

Is the information provided enough to identify your client?

Ok. Our client’s company is ACME Supply Company on the top left. Let’s select it.
 
· User clicks on the top left company
· Arrives at Company Information partially filled out

Take a moment to review this screen.

Can you tell me what you’re seeing here?

What are your overall impressions of how this information is presented?

What do those stars at the end of the form field mean to you? 
How do you feel about having this information pre-populated?

Do you have any thoughts about where this data is coming from?

What do you make of the Pro Tips on this screen?

How would you know where you are in the process of adding a client?

Great. Changing gears a little bit …, let’s say you didn’t know your client’s EIN (it’s a new client). 

How would you go about asking your client for that information?

What is your opinion of the hover interaction on the form fields?

What do you think will happen when you flag an item for client review?

Let’s try that out.

· User clicks Client to Review flag on FEIN field
· Item moves to right side pane
· Product Tour overlay appears

I’ll give you a moment here. 

What are you seeing?

Before we close that overlay, what is your impression of the Product Guides that you’ve been encountering thus far?

Cool. Let’s close that overlay so we can take a look at the whole page again

· User closes overlay

Ok, besides the panel on the right, how else might you know that EIN has been flagged?

At first thought, how do you feel about this flagging functionality?

How would you move on to the next section of this wizard?

Alright - let’s do it!

· User clicks Continue to Locations or Locations
· Arrives at Locations window

Once again, take in what you’re seeing here.

What can you do on this screen?

What are your impressions of this layout?

Why do you suspect the checkbox under Physical is gray?

Outside of LumaTax, what would you do today if you didn’t have the start date of your clients physical presence in New York?

Now, back into LumaTax, how would you go about getting that same information from your client?

Awesome. Let’s give it a shot

· User clicks Flag for Client
· State information is added to right pane

How do you feel about what just happened?

What do you suspect the “Flag all items for client to review” would do?

Now let’s say you wanted to provide some context for your client about the state information you are requesting. How would you do that?

· User hovers over the chat icon next to state and clicks it
· Chat box appears

What would you do next to provide that context?

Go ahead and click in the white area to simulate typing

· User clicks white box
· Comment text appears

How would you cancel this comment?

What do you expect will happen when you click Add Comment?

Awesome. Thank you so much. Let’s go ahead and “Add Comment”

· User clicks Add Comment
· Comment is pounded down

What do you think of the commenting workflow and presentation?

Great. Now let’s say those were the only two items you wanted the client to review. 

How would you go about communicating these items to your client?

What do you expect to happen after clicking “Prepare List for Client”?

Let’s give it a shot!

· User clicks “Prepare list for Client”
· Arrives at Welcome to Client Connect

[bookmark: _pkxpehrtbmcx]Scenario 3 - Client Connect
What are you seeing here?

And what is your first impression the workflow?

How important is it to see an example of what your client will see?

Ok, let’s continue

· User clicks Got It
· Arrives at client connect form

Now, take a look at this screen.

What can you do on this screen?

How do you feel about it?

Perfect. Let’s add your client’s name by clicking in that form field

· User clicks client name field
· It populates

Let’s simulate uploading your logo, too, by clicking on the dotted box

· Click the dotted box
· Logo appears

Why might you think you should upload your logo?

What do you think of the layout of this page?

Awesome. Thank you. 

Now, let’s say you are ready to send the list to your client

How would you go about doing that?

Let’s give it a try

· User clicks the secure link
· Popover appears

Can you describe what  you’re seeing here?

What would you do next?

Ok - let do that

· User clicks Open your email client
· Email client appears

Here we are in Aaron’s gmail with the message ready to go. Let’s add our client to the TO line

· User clicks to line
· Message customizes

Great. Before we hit send, do you have any thoughts or reservations about sending this email?

Ok, let’s hit send

· User clicks send
· Message sent

Click one more time anywhere on the page

· User clicks page
· Arrive at pivot to client view

[bookmark: _2lhgkhakw7tg]Scenario 4 - Client Experience
Now, let’s pivot to the view of the client. 

If you can take your accountant hat off and put on your client hat. Imagine you’re now playing the role of Cathy the Client. Sound good?

Ok, click anywhere to continue.

· User clicks page
· Arrive at Cathy’s inbox

Here is the mail Aaron sent. What do you think of the messaging here?

How do you think your client will react to this message?

Great, thank you. Now let’s have Cathy click the link

· User clicks link
· Arrives at client welcome message

Take a moment to read this message

As the client, what is your first impression of this information?

Ok, let’s get started

· User clicks let’s get started
· Arrives at first tour pages

What are you looking at? 

What do you make of it?

Let’s continue through the tour

· User clicks next
· ⅔ tour appears

How do you think your client will feel at this point?

Ok, let’s continue

· User clicks next
· 3/3 tour appears

Before we move on, what is your opinion of that brief product tour for the client?

Nice. Thank you. Let’s move on

· User clicks Got it
· Tour fades out

So this should look a bit familiar. 

What can Cathy do on this page?

What do you think Cathy is thinking at this point?

Well, let’s have her start to fill out the form, beginning with that EIN number

· User clicks EIN field
· EIN appears

Alright. Now, let’s move on to the state information

Do you think Cathy will know what to do here? Why is that?

Let’s have her enter the date she first had physical presence in New York.

· User clicks calendar drop down
· Dates fill

What just happened?

How do you feel about the dropdowns for selecting the date?

How would you close that popover?

Go ahead and do that

· User closes popover
· It disappears

Cathy also has employees in New York. 

Do you think Cathy will know that she should enter her employee information here? Why?

Well, let’s have her add employees in New York. 

How would you go about doing that?

Give it a shot

· User clicks Employees checkbox
· Popover appears

How did this action align with your expectations?

Nice. Okay. Complete the form. 

· If user doesn’t scroll
Why do you think the checkbox is still gray?

Let’s say that there are still employees present in New York

· User completes form
· Dates filled out

Do you notice anything that has changed? How do you feel about it?

What are your overall impressions of the presentation of the information on that row?

Ok, let’s close that pop-up. 

Can you think of any other way you would close it?

· Click outside box
· It disappears

Great. Now, Cathy sells her products on the Amazon marketplace, meaning she holds inventory in all Amazon Fulfillment states.

Do you think she would know to add Amazon Fulfillment states? Why or why not?

Well, let’s have her do that

· User clicks Auto-Add Amazon
· States appear

What do you think Cathy would make of these instructions?

Got it. Let’s continue

· User clicks specify inventory
· Modal disappears

What are you seeing here?

How do you feel about it? 

What do you think will happen if you check the checkbox?

Let’s give it a try. Go ahead and simulate completing this form. 

· User completes form
· Dialog disappears

What just happened?

Is it in line with your expectations?

Perfect. Thank you. Now, Cathy’s business held inventory in New York before April of 2017. New York is also one of the states that is an Amazon Fulfillment state. 

How would she know to edit New York’s inventory start date?

Great feedback. 

How would you go about editing the inventory date of New York?

Before clicking, what do you expect to see?

Let’s try

· User clicks the date next to New York Inventory
· Dialog appears

How was that?

Let’s change the start month to January.

· User changes month to January
· Checkbox disappears

How did that feel?

Great. Thank you. 

How would Cathy deliver this information to her accountant?

What do you think will happen when you click save & send?

Give it a shot

· User clicks save & send
· Dialog appears

What do you think of this confirmation message?

Nice. Now let’s say before leaving, Cathy wanted to let Aaron know she was done. 

How would she go about doing that?

Let’s try it out

· User clicks reply
· Chat box appears

Just as before, simulate writing a message by clicking in the white box and add the comment.

Perfect. 

How did that feel?

What is your opinion of the messaging system here?

Great! Let’s have you click again.

[bookmark: _unk20nt83dx7]Scenario 5 - Accountant Review
Now we’re back to playing the role of Aaron the accountant. Click again please

Here we are back in Aaron’s’ inbox and there are two new messages at the top.

What do you think of the subject line of each of them?

Let’s click into the bottom one

· User clicks bottom email
· Message appears

What do you think of this message?

Thank you. Can you move to the next email by clicking the arrows on the top left please?

· User clicks arrow
· Next message appears

How about this one?

Great. Let’s go ahead and log In to review

· User clicks Log in to Lumatax
· Review screen appears

Can you describe what you’re seeing here? 

How useful do you find this screen?

What is your opinion about the interaction between the accountant and the client that you just went through?


Can you see yourself collaborating with your clients this way?

Just a few more questions …

How is this different from how you collect client profile information today?

Why might it be important to include your client in creating their profile?
Lastly, How would you accept these changes and move on?

Let’s do that

· User clicks Mark Items as resolved
· Thank you screen appears


[bookmark: _20wu5iffraxc]Conclusion
Well, ___________, we made it through! On behalf of everyone here at LumaTax, I want to thank you for your thoughtful feedback and for the time you have shared with us.

Before we go, I’d like to ask 

Is there anything you found particularly awesome or that needs rethinking?

What did you think of the overall experience of the study?

Any questions for me?

Can we call on you for a future usability study?

Again, thank you and have a great day

- END -



