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Test Plan



Test Plan Example

In my years of experience | found that keeping
the Test Plan as simple as possible allows for
my stakeholders to easily scan and discuss the
upcoming test.

My stakeholders are my primary source of
information with regard the questions or topics
that need to be discovered.

Quill Customer Study - Ink and Toner

Purpose

To observe and gather direct feedback from customers who are currently purchasing Ink and Toner in order to better
understand how our customers find and purchase these products. Feedback received will help us to enhance the
customer experience on Quill.com.

Process / Methodology

In-person interviews will be conducted with Quill customers. A team of 2 -3 Quill employees will attend each session.
During the session the customer will be asked to discuss their experience with Quill.com. We will observe as they place
an order on Quill.com. Specific questions around certain topics will also be asked during the course of each session (see
below). The customer will be asked to give open and honest feedback on all aspects of Quill. It is very important that
the customer does not feel they are being tested and rather we are gathering insights to design a better experience.
Additional follow up questions can be asked of the customer at any time throughout the interview.

The facilitator (Usability) is the primary point of interaction with the customer making sure that the interview is flowing
correctly and that the appropriate questions are being asked and answered. The additional team members will be the
primary note takers capturing all important aspects of the interviews such as observed pain points, validations of
existing design and navigation path through the site.

After all interviews are complete the team will create and socialize a report out of the key findings and
recommendations. These recommendations will be used by various business teams to help create and prioritize their
roadmaps.

Users
Active customers who have purchased Ink and Toner in the past 4 months

Date(s)
11/28-12/5



https://docs.google.com/document/d/1rxIRRb0ppPqyN5mm5nnDzrfW403slxQN6Z9WFLexZoc/edit
https://docs.google.com/document/d/1rxIRRb0ppPqyN5mm5nnDzrfW403slxQN6Z9WFLexZoc/edit
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Contextual Interviews



Notes to Interpretation Sessions

The raw notes taken by pen and pencil during
the interviews are reviewed and interpreted by
the team into a master spreadsheet that is used
as a baseline throughout the project.

uo3

uo3

Note

Supervisors 8; 6 Managed & 2 Unmanaged - Furniture Specialists

Field leads come from acct mangers

work with 9-13 acct mgr. per specialist

communication with many groups

product support for furniture - this is abnormal

field leads come from CR & customers

only speaks to customer if needed - primarily works with specialist

reach out to supervisor if needed not customer

account management puts leads into dash

admin pulls leads out of dash (Task) and emails to the specialists (Outlook)

funiture looks at ent level data - need complete customer picture (not desk level)

reviews lead list periodically

look at notes in DASH - very important for them to know who the specialist is - only at ent level pertaining to Furn - not desk level
primary buyer of furniture - not the entire company structure needed

ability to filter notes - today it's all the notes displayed

see sales by all categories - sorted by furn (most important piece)

helps with the pricing discussion to determine what the total spend would be

ability to see admin tasks (furn) - sortable

ability to see status of tasks - progress/history

ability to see alert that a task was completed

need to copy & paste acct # from DASH to OES

OES is used when entering or viewing quotes - see what customer has spent on orders (research)

reviews pipeline for every specialist (access db) - performance issues today

pipeline is key for specialist - in there all day long - held accountable for the number of plays

OIM printout - questions about invoices, customer status, order need to research what's the status

OIM used to increase Credit limit

OIM - notes from other dept for drop ship orders - need to follow up with the drop ship team that does not use DASH
Lattice report is reviewed - fed by DASH - output are talking points based on specific cat or item

Lattice includes notes in addition to DASH, Pipeline, OIM, OES - but not connected; all are manually entered
Talk time report on connect point - always reviewing this

NICE - phone recording system - reviews daily for anything for her team

NICE - reviews call over 3 minutes

NICE - Uses for team management/team building/coaching

NICE - Uses to resolve customer issues

NICE - copy & paste phone number into DASH to look up customer information when resolving issues

they process the work from AMs and specialists

do pricing, reporting and OES updates

get most of their tasks out of DASH

add and remove accounts as needed

Will enter orders for special orders such as large value, high price or specialty funiture

Specialists look at the DASK tasks first to prioritize their day

Coordinators look at their email first then look to DASH tasks

Scans the task list reading for high priority tasks such as Quill Brew or Pricing

Some tasks are emailed directly to the coordinator from the AM after being pulled out of DASH

Some email tasks require approval by going into OF

Needs to find all their tasks by AM. Looks at tasks under each AM

Needs a single place to see all their tasks

Needs to be able to see any tasks for Admins that they are the back up for

DASH will crash if you try to view all the closed tasks

Al tasks are dependent on the AM filling out the right DASH template completely. Sometimes they are incomplete
Need to look at the mainly the Enterprise details in order to update any price details and need to attach pricing agreements
Work or research starts at the account level and need to find and copy the account # to enter into other systems
Have to review DASH every few minutes for any new tasks. No alerts are sent

Some will bulk copy DASH tasks into an email and close out the task in DASH

To review closed tasks need to first look up the Enterprise b/c system pull ALL closed tasks

Any rush tasks are also emailed directly

Would like to visually see what tasks are rush

Received a task in DASH to update a buyer. Had to add the buyer in OE. Then needed to go into OIM to click a button that generates an email to the buyer




Contextual Interviews - Report Outs

As with the Test Plan | found more success by
keeping the report outs as simple as possible.

A 1-page summary has been most effective as P ————

the tool to start the conversation around what
the customers job story is and what a potential
solution may look like.

June 2017

‘Add to Cart’ to use.

Prepared By
Jim Hall - Design Research Manager

Depending on the audience the report out may
need to be more visual and therefore a
powerpoint presentation needs to be created.



https://docs.google.com/document/d/1pLXfkUk1Xi8vwmdpbwBGQP5yVw3aUj2zbIuLLWYylL4/edit
https://docs.google.com/document/d/1pLXfkUk1Xi8vwmdpbwBGQP5yVw3aUj2zbIuLLWYylL4/edit
https://docs.google.com/presentation/d/1KrB0isbfiJgPO-y8zeV0e5Xg_fUd_yzswWF-xdPAAnw/edit#slide=id.p3
https://docs.google.com/presentation/d/1KrB0isbfiJgPO-y8zeV0e5Xg_fUd_yzswWF-xdPAAnw/edit#slide=id.p3
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Remote Interviews



Remote Interviews - Report Out

SKU PAGE

The consolidation and interpretation of the raw e ==
data collected by the remote testing tool Quill o = - HEL
(usertesting.com) is key in communicating the

HammerMill® Copy Plus Copy Paper; 8-1/2 x 11"; $7.49 mean OEA=1OATTON

results of the study to my stakeholders. e o

" (12330) Write 2 Review 98% of respondents would recommend this Delivery Date: BUY MORE & SAVE! [REAM]
. E) | Y
Letter Size [m—p— Pice 10 $a80 Sm w190 S0
VoRE BuYIG OPTIONS nstoox
m—n PAPER SIZE:
HAMMERMILL. . f Add o Cart
‘Ream
COPYPLUS 3 HOLE PUNCH:

* Paper Sze: 8172 x 11"
* Paper Weight: 201
* Brighivess: 22

B Frosnomng
& ey Roums

TOP FINDINGS:

Initial Impression is that the page is busy and user do not know where to look

The BMSM price display was considered 'deceptive’ by multiple users

Items displayed within the 'Accessories' ribbon did not make sense

Bulleted item content is missed but the specifications and details below are easily found
Delivery information was not initially seen or missed

ADDITIONAL FINDINGS:

Pop-ups displayed due to direct search were considered annoying and created an initial negative impression of the site
Social Media is not considered when purchasing office supplies. Only if the price or value is incredibility favorable.

The Ribbon order as displayed met the expected order of importance for most users.

RECOMMENDATIONS:

Display and highlight the most important item elements and remove the visual clutter
Display the single price with the option to see the BMSM prices

Remove the bulleted list of content

Highlight the delivery content and information



https://docs.google.com/spreadsheets/d/1pLJElP6PIeoaIiratwn9TJ9rsg7BWl6tkmkV6iVtBKU/edit#gid=1618645657
https://docs.google.com/spreadsheets/d/1pLJElP6PIeoaIiratwn9TJ9rsg7BWl6tkmkV6iVtBKU/edit#gid=1618645657
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Affinity Diagramming



Building and Walking the Wall

Once the research is complete and notes are
interpreted we can start to analyze the notes
and build an affinity wall that will be available
throughout the project so that the team can be
‘steeped’ in the data as we build a solution.
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Concept Designing



Brainstorming and Whiteboarding

Bringing stakeholders together to brainstorm
together grounded in the research is the best
way to create a solution that is owned by the

team.

We create a number of artifacts such as:

e Vision Diagramming
e UserFlows
e Concept Designs
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Brainstorming and Whiteboarding

Bringing stakeholders together to brainstorm
together grounded in the research is the best
way to create a solution that is owned by the
team.

Seardh (esults

We create a number of artifacts such as:

e Vision Diagramming
e UserFlows
e Concept Designs



Survey Designs



Feedback and Insights Gathering

Listening to and interpreting the comments
received by the customers in surveys is an
excellent way to understand more about the
customer and to uncover trends in the design.

These trends can lead to innovative business
solutions as well as enhancements to the
design.

Coupon Report as of June 30th

Feedback Survey - Quill Production
August 11th 2017, 10:40 am CDT

Q24 - In order for us to improve the experience please leave us some
comments about your experience.

In order for us to improve the experience please leave us some comments abo...

The coupons that were provided with my last order; are not listed on your website. They are for the
Circulon cookware.

1 would like to see more $ off coupons or accumulation of quill cash for a certain dollar amount spent.
Also, price matching would be great

I placed an order for copy paper, cleaner, etc on 8/1. It is 8/7 and just now shipping....And I'm out of
paper. Unless it is a specialty item or furniture, | have always gotten my order within 1 - 2 days. And
over the over 16 years I've been ordering from Quill I have come to depend upon that quick delivery.
Now | have this order and no one on chat and no one at c/s can tell me why this order isn't shipping
until today....I'm down to my last ream of paper now and am now being told this won't be here until
possibly Friday the 11th. | find that no one can tell me what happened this order preposterous and
unacceptable c/s. | have had many office supply companies vying for our business and have always
turned them away. Now | will have to use one of them to get the paper | should have had last week. |
am very displeased and disappointed to say the least. | expected to get an answer. | would not be
upset by the truth. Tell me hey, your order got hung up, someone dropped the ball - whatever - here's
a $20 off coupon for your next order (or some such gesture) and | wouldn't be happy, but | would not be
feeling the disappointment | am now, that's for certain.

We have been using multiple coupons for over a year. Now on our last order recap #75084839 we used
3 coupons and all three were approved. When we received our order yesterday we did not get the 3pc
Mason Jar Mug Set with order over $200 did not get shipped. | have used the same three coupons in
the past with the batteries, gift over dollar amount and money off and have always got everything.
Now | am being told that you not longer do that. Then why is it still an option on the check out to use
three coupons. They were all approved at checkout. You should honor the coupon.

Signed up with my email and was supposed to get coupon code within minutes. Has been 2 hours and
nothing yet. 77

Our school hates the new website and the whole coupon mess now. It was so much easier the old way
and plus you could combine more coupons and the deals were a lot better and you had more of a
selection. We would order from your company because of all the awesome coupons and free gifts
because we would use these things for our harvest carnival and other things, so we have not been
ordering as much and probably will not order much in the future because a lot of the stuff is cheaper
on Amazon but we loved the great deals we use to get but that had started to change even last year
but with this new change a few months ago, it is awful. Thanks and hope you have a great day.

Your new “fewer restrictions” coupon promotion is inaccurate. There are actually more restrictions. We
used to be able to use multiple coupons as long as they were different promotions. For example, we
would get the coupon for free cookies with our statement and $20 cash back with a purchase of $175
or more and could use them both. Now we can only get one or the other. Or we could use both a
minimum toner purchase and a minimum cleaning supply coupons at the same time. Now we can't.
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Concept Presentation Example



Deals and Coupons Experience

Here is an example of a project proposal |
created based on trends | pulled out from

. , . p
customer interviews and direct feedback off the .

X * Deals and coupon shopping are a major factor when looking to purchase
site. products online

* Our Quill customer knows and expects that Quill will have the various

X . deals, coupons and free gifts

| partnered with Ul designers, SEO and Web + Deals and Coupons is the most active category of comments on our

; ‘Feedback’ survey
Analytlcs to tell the customer story. » Finding and using these deals is often a poor experience and negatively

impacts the customer experience

; ; » Complete redesign of the deals experience on Quill.com is necessary
This proposal resulted in a new coupon Strategy » Creating a clean, consistent and intuitive deals experience will help

and design that has contributed to an increased improve the Quill customer experience and increase customer retention,
. acquisition and AOS.

AOS and revenue as well a positive customer

experience.



https://docs.google.com/presentation/d/1mQvcL5RWt4DI6f8XHrAcA11I4R-nxCyxNOTir8lavH8/edit#slide=id.p3
https://docs.google.com/presentation/d/1mQvcL5RWt4DI6f8XHrAcA11I4R-nxCyxNOTir8lavH8/edit#slide=id.p3

