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Executive summary

Generally, the users were very happy about Hotmail. Basically, the users use Hotmail to send and receive e-mails. They do not normally use any specialized functions such as the address book, Email Lookup and Hotmail Member Directory; creating folders, reminders and signatures, and changing options. In connection with the basic purpose there were only one major usability problem: The term “Compose” was not understood by users as related to writing a new mail (see problem #17). The users then found other paths to the compose window, e.g. via the address book.

Other major usability problems were related to the following issues:

· The use of the browser buttons to navigate (see problem #2)

· It goes unnoticed that Hotmail in some situations opens a new browser window (see problem #3)

· The users misunderstand the idea with the hint question and answer (see problem #8)

· Users are confused by the fact that when moving an open mail they suddenly find themselves positioned in the next mail (see problem #16). 

· The users have problems understanding the difference between their personal address book, Email Lookup and Hotmail Member Directory (see problem #18 and #19).

These and other usability problems are discussed more thoroughly in the report, and we recommend solutions to each specific problem discussed.

Introduction

This report contains the results from the usability test of Hotmail.com. The test was carried out on November 26. and 27. 1998.

The introduction describes the background for the test. The paragraph “executive summary” summarizes the primary conclusions from the test.

The second chapter “General issues” is a discussion of some of the issues that management wanted examined. In this chapter we summarize interviews we conducted before and after each test. 

The last chapter “observations and recommendations” provides a detailed discussion of usability related problems encountered during the test. We have made a distinction between comments and usability problems. Comments are what we consider either a potential problem or feedback that might be relevant to Microsoft. The problems that we describe represent usability problems - that is, problems that to some degree prevented the user from carrying out his or her task. After a description of each problem we recommend potential solutions to the problem.

In appendix 1 we enclose the tasks carried out by the users during the test and a description of the purpose of each task. Appendix 2 is a collection of screen dumps showing the interfaces discussed in the report.

Purpose of the evaluation

The purpose was to evaluate the usability of Hotmail.com according to a list of features that was identified by management as benefiting from user feedback. This, of course, directed our attention toward some features and consequently away from others. Thus, we have omitted details related to e.g. Classifieds, Web Courier, and other general portal features unless these details influenced areas of concern, such as Registration.

Methodological considerations

Hotmail.com was tested during two days with six users (not including a pilottest). Studies show that using six users represents a maximum cost-benefit ratio. Each test lasted app. two hours. The tests took place at our usability lab and was carried out by two usability specialists (the authors of this report). The users were selected by a marketing company according to specific criteria’s formulated by us. The criteria’s were as follows: The users should represent both sexes, different age groups and come from different parts of the country. All users should read and understand English, should have practical knowledge about the internet and the principles of using a browser and they should have some experience with e-mail. Three of six users were required to know and have used Hotmail.com before and three of six users were required not to know about Hotmail.com.

The users were given thirteen tasks to carry out using Hotmail.com (see appendix 1). The tasks were formulated so as to have the user use a number of different functions in Hotmail.com, focusing specifically on the list of features that was identified from the outset. The purpose of each task was written down in order to focus our attention during the test towards the purpose of each task and the potential usability problems related to each task.

Since management uttered interest in a variety of issues - specific as well as general issues - we decided to start and end each test with a short interview. The interview at the beginning of the test focussed on the users’ knowledge about the internet, e-mail in general and Hotmail.com specifically. Also, we asked what browser they normally used, what screen resolution they normally had etc. in order to configure the computer much like their own computer at home (or where ever the user had access to the internet). We gave users access to Microsoft Explorer and Netscape Navigator. The interview following the test focussed on their opinion on Hotmail.com in relation to speed, commercials, security and other issues discussed during the test and/or brought up by the user.

Each test was recorded on video showing the users’ screen and the user (picture-in-picture). All actions and comments were logged using logging software. The logs and the video recordings represent the primary material from which this report is written.

The test deviated from our usual tests at the usability lab only in relation to a few factors. One of them was language. When we work with Danish software we are, of course, attentive to problems of a semantic nature. But when we work with English software it is difficult to determine whether the problems encountered are of a semantic or a linguistic nature. Even though all users understand English it is their second language and some expressions might cause them problems. 

The other deviation was the contact and co-operation with developers. We usually work quite close with developers in determining features that might benefit from user feed-back. Likewise, we discuss the identified problems and recommendations on a follow-up meeting. To us, this meeting - and the co-operation in general - is an integrated part of our service and the report should always be seen in this context. In this case we have not altered the way we write our report, even though the circumstances are different.

Users

	Sex
	Age
	Know Hotmail?
	User profile

	Male
	30
	No
	This user is self taught concerning computers. He has been working with computers since 1988. MVS ( C/S ( NT and different office systems like MS Office.

	Male
	34
	No
	He is a musician and has earlier worked in the computer business, but mainly in the stock.

He primarily uses computers at home and has a private mail account at Cybercity.

Is a common user of MS Office and Explorer. 


	Sex
	Age
	Know Hotmail?
	User profile


	Female
	54
	No
	Occupied in a governmental institution concerning pharmaceuticals partly working in a laboratory and partly in office dealing with administrative issues.

Is a common user of Windows, Word, Excel and a special developed mail system. Has a computer at home which she uses for Internet and a private e-mail account.

	Male
	21
	Yes
	2nd year med. student. Is a self taught programmer. 

Is a common user of WordPerfect and Corel Master Suit,  Netscape, e-mail and home banking on PC. 

	Female
	33
	Yes
	M.A. in Danish language and literature. Is presently taking courses on the internet. Uses Windows, Word, Excel and Explorer.

	Female
	64
	Yes
	Retired teacher who used to be a superuser and teach fellow teachers and pupils in the use of computers. Is now active in an organization for the elderly, where she teaches the use of computers. Moreover, she helps elderly to register and use free e-mail accounts such as hotmail.

Uses different kinds of office systems, Netscape, Explorer and homebanking.

	Male
	24
	Yes
	Student: M.Sc. in Business Administration and Computer Science.

Expert user in use of MS Office, Internet Explorer, different e-mail systems and the PC in general.

Used in our pilottest.


Technical specifications

The test was carried out on a portable Compaq in a dock-in-station with a 133 MHz Pentium processor, 32 MB memory.

The screen is a 17( SVGA. The user made their own choice of screen resolution according to what they were used to - either 800X600 or 1024X768.

Windows 95 and MS Office is installed on the PC. The users made their own choice of Browser (Netscape or Explorer).

General issues

In this chapter we shall discuss some general issues concerning the users knowledge about and attitude towards Hotmail.com. It is based on interviews with the users carried out during the test.

What do users know about Hotmail?

Two users had never heard about Hotmail. One user knew the name, but described it as a term for different free mail services like yahoo mail. He did not see it as one specific product. The rest of the users knew about Hotmail.com and was frequent users of Hotmail. None of them used Hotmail.dk. They used and knew about only the basic functions of Hotmail - sending and receiving mails. None of them had created address books, folders or reminders before.

How do users find Hotmail?

Two users used a search engine to find Hotmail.com. The rest wrote the address directly in the address field of the browser. No one went through MSN’s page. Even when positioned in MSN’s page after logging out, the users chose to write the URL.

What do the users think of Hotmail?

Users are very positive towards Hotmail. They like to have the possibility to use a free e-mail that can be used on any computer. A user said: “The advantage is that one can log on where ever one is. It’s brilliant for people who travel a lot. Many of my friends use it.” Some note that it is expensive to use on-line. One user noted that she did not like Hotmails appearance. She said: “In general, I think that Hotmail is ugly - ugly graphics - ugly commercials - but the functionality is ok”. None of the users thought they had serious problems with using Hotmail.

For what do users use Hotmail?

The users use Hotmail primarily for one of three reasons. One mentions that she uses it whhile she’s on holiday - to mail friends at home. She says: “My husband and I have a private e-mail account at cybercity. This summer, when I was abroad, I used Hotmail to mail our private account at home.” She stresses that it wwas a solution to a practical problem as they could not reach each other by phone. Another mentions that he uses it for private purposes, because he ants to keep his private mails and work reltaed mails apart. He also thinks his e-mail address at work is too long and difficult to remember. Only one of the users had Hotmail as her only e-mail account.

What do the users think about the advertisements?

All the users claim that they are not affected by the commercials - they don’t really see them, they say. The only thing that annoys them are the animated commercials. One user said: “It is not too intense with the commercials, the style is very good. Hotmail is  free and someone has to pay for it.”

What do users think about performance?

During the test it was clear to us that in Denmark the speed of Internet slows down in the afternoon, which affects some of the users. Another bias to the users reactions about the stability of the system is most probably that our connection to internet is not very stable. In spite of these problems surrounding the test situation, some of the users did have a few comments to this issue based on their own experience at home. One of the regular users of hotmail commented on the speed-issue by proclaiming that “hotmail is very slow - slower than other places on the internet”. When asked about it most of the users said that they found it slow, but attributed it to the internet in general.

When do the users use the help function?

We did not test the help function, but merely identified when the users felt they needed help. The three most common situations in which users needed help (and would use the help function) was (prioritized listing):

· When asked to create a reminder (task #12)

· When asked to customize the appearance of Hotmail (task #4)

· When asked about pop-mail (task #5)

What do users think about resolution and frames?

The users selected the resolution themselves. All but one used 800x600. The last one used 1024x768. None of the users had any problems related to the resolution they chose. None of the users knew what “frames” were. In the Customization window some of them deliberately chose “detect” - saying that “the computer will figure it out then”. The browser supported frames, and therefore all users had frames during the test.

Observations and recommendations

In this chapter we present the particular problems encountered during the test. The chapter is divided according to the issues addressed by management. What we consider to be serious problems are marked with a grey box.

General problems

Problem # AUTONUM 
It is annoying to the users that they have to start all over filling out a form if they either overlook a field or, for instance, an error interrupts them.

Description and analysis
This problem is seen in different situations while the users are working with the system. First of all the problem is seen when Hotmail rejects a registration, in which case the user must fill out the entire form again. A user proclaims: “So I have to start all over? Man, that’s silly, isn’t it!”.

Another situation is when the user is about to send a message and something, for instance an error, interrupts him. When he gets back into his compose window everything is gone and he will have to start all over.

This problem does not leave the user in a situation where he does not know what to do, but it is very frustrating and irritating to be forced to write the same information more than once.

Recommendations
It is important that Hotmail “remembers” the information the user submitted correctly when it rejects a form and asks the user to re-enter information in a field.

Problem # AUTONUM 
Users often use the browser buttons to navigate (primarily the back-button) and are confused by the fact that changes are not carried out/updated.

Description and analysis

This problem is very clear in the use of folders. When users wish to move a mail to a new folder they start in the inbox. From there they go to folders by clicking the link in the left frame. In the folder window they create a new folder and press the back-button to get back to the inbox. They now want to move the mail and click the dropdown box. This is where the confusion begins, because they do not see the new folder they just created. Only one of the users got the idea that he would have to update the home-page. The others assumed that they had done something wrong. 

Recommendations
Make it clearer to users that they should use the buttons in the left frame to navigate - not the browser buttons. 


Problem # AUTONUM 
Most users overlook the fact that Hotmail opens a new browser window, for instance when opening a new URL.

Description and analysis

When the user is unaware of this fact he does not close the browser window to come back to his former location, but clicks the back-button (see also problem 2??????). The result is that the user will have to use the back-button twice to get to the window he left. Another thing is that after a while the user will have multiple windows open which often makes the system both slow and unstable.

Two things create this problem: 1) the window that opens is a full screen window, which makes the users believe that they are still in the same browser window. They do not dare to close the window, as they believe that they will close the browser and consequently have to start all over. 2) The users do not see the message in the top because it is too neutral and the font size is to small.  

Recommendations
Make it clearer to the user that a new browser window has opened on top of the other, perhaps by adding animation to catch the users attention. Also, make it clearer that the user should close the window in order to return to the previous page. The text is presently very small - make it larger. If it is possible, consider making the white space a button that the user can click to go back to Hotmail.

Make the new window a bit smaller to make the user notice that it is a new window that opens on top of the other.  

Signing up

Comment # AUTONUM 
The majority of the users do not read the terms of registration.

Description
None of the users read the terms of registration. This is not really a problem to the user. They all manage to go on without any problems as the “I accept” button is very easy to find. When we want to stress this point anyway it is mainly to say that if it is important that the users read this information, it needs to be more appealing to them. For instance it would help a lot if there were more headlines making it easier for the user to skim the text.  

Comment # AUTONUM 
Some users do not submit correct personal information 

Description
There are two different main reasons for this: 1) the users do not feel confident about the security and consequently decide to “invent” information. 2) the users do not know what they are supposed to write (see problem #7). The reason that we mention this is that it might influence the use of Hotmail Member Directory as it is based on that information.

Problem # AUTONUM 
During registration the majority of the users get confused about the field "State/province"

Description and analysis
This problem concerns national differences. In Denmark we do not have states and as a consequence the users get confused about what they should write in that field. Some of the users start writing Denmark, then discover that country is the next field and change it to either the name of the city or nothing. It is impossible to leave the field empty as it is required to fill it out. The field is often filled out wrongly and is a source for a lot of speculations.     

Recommendations
The most obvious solution to this is to make the field optional. Another possibility is, of course, to design different interfaces to each nationality.

Problem # AUTONUM 
During registration some of the users cuold not find a relevant occupation.

Description and analysis
This problem is very similar to the one above. The different possibilities in the occupation dropdown box do not match the users reality. In Denmark and probably also in the U.S. and elsewhere this list is far to uniform which makes the user just pick something blindly. One user, who had problems finding musician in the list, said when we asked if it mattered to him: ”Yes it matters, they [meaning Hotmail] do not get the right information - and I think that it is important”. It also seemed to hurt him a bit that his occupation was not listed.    

Recommendations
Make it optional to fill it in and give the user the possibility to write his occupation instead of choosing it from a uniform list.

Problem # AUTONUM 
The users misunderstand the idea with the hint question and answer.

Description and analysis
The users think that the hint question is a question that will help them remember their password, but in the sense that they must write a question that gives them associations to the actual password. For instance if the password is King the user would write “What is the name of my dog?” in the hint question field and “King” in the answer field. This, of course, raises serious security problems.

One user submitted the word “neigh” in the hint question field and expected the hint question answer to be the actual password which was “horse”. Another example of misuse is a user that submits the word “address” as question and “street, no.” as answer. In this case the password was his address.

The fact that the users have a hard time understanding the principle of the hint question and answer makes some of them feel uneasy as to the security issues concerning their passwords. Also, some of them claimed that they would never forget their password and would prefer to leave the hint question and answer empty.

Later all the users were asked to look up a password that we had created. The hint question was: “How old are you” and the answer was each users’ age (to make sure that they knew the answer). As password we had chosen the name of the town each user lived in. When they saw this they were all very surprised. One user said: “Oh, now that I get the point I think it is very smart.” Another user said: “Now I understand this password and hint thing. The two things are not connected”.

Recommendations
Explain it more carefully and make it optional. It is better than having users “give away” their password to possible intruders.

Comment #  AUTONUM 
Most users do not read the web courier commercials in the beginning.

Description
Most users see it as commercials and skip this part as fast as possible. 

One user misunderstands it. He thinks that it is links to relevant web-sites. A few users got confused and had to scroll a couple of times before they found the way into the mailbox. One user gave up and had to get help to go on. Thus, the web courier commercials represent a potential usability problem when they are being introduced to new users before they enter their mailbox.

Comment #  AUTONUM 
Most of the users do not read the "Welcome ...." mail in the inbox.

Description
This is not really a problem to most of the users; some even just delete it without reading it. One user opened the mail, though, and got confused about it, because it was not obvious to her that it was a mail. The welcome mail looks more like a web-site than an ordinary mail. 

Login and logout

All the users login to Hotmail via www.hotmail.com. None of the users went through MSN’s homepage to login. Even when some of the users used the logout-button and afterwards wanted to login again they changed to www.hotmail.com before logging in. Only one user saw the possibility to login to Hotmail from MSN’s homepage. 

Problem #  AUTONUM 
Some users do not use the logout-button to logout.

Description and analysis
This is not really a problem for the users, because they are used to exit an internet homepage by choosing another site or closing the browser. We mention this only to point out the potential security issues related to logout. If it presents a security problem, this function needs to be more visible to the users. 

Recommendation

If this is a security problem describe the security aspect to the users when they register and for instance with a note about it somewhere in the inbox. 

Options

Three of our users had no former experience with Hotmail and therefore they did not have any expectations about customization. But even users who have used Hotmail regularly do not know about the options.

Problem #  AUTONUM 
When users want to customize their preferences they overlook that they have to click the radio button in front of “Customize”.  

Description and analysis
Many users overlook the “Customize” button and go straight to customization options (Navigation Button Style etc.). Returning to their inbox they are surprised to see that nothing has changed. Naturally, they are left bewildered. 

Recommendations
When the user clicks the customization options (Navigation Button Style etc.), the Customize button should be selected automatically as it is often the case with radio buttons.

Comment #  AUTONUM 
Most users do not know what pop-mail is.

Description

In respect to this function we asked the users what they think pop-mail is. Only one knew the function and had tried to use it before. This, by the way, without luck. We cannot say anything about why, because it seemed as if he understood the idea perfectly. 

No matter if the users knew POP-mail or not we asked them to take a look at it. Most of them actually knew what they could use it for and how to fill it out.  They were happy to see that the server timeout field and the port number field were filled out in advance, since most of them were not sure what this meant.

But the main problem is that the name pop-mail is not understood by the users and not associated to the functionality that they seem to understand. Funny enough, the users understood the meaning of “pop-server” when they saw it.

Inbox and folders

Problem # AUTONUM 
Most users overlook the possibility of selecting mails with checkmarks.

Description and analysis
Most of the users moved a mail by opening it and using the move function in the end of the mail, without noticing that they can use the checkmarks in front of the mails. Some of the users tried to highlight the mail as they know it from for instance MS Outlook. Even though users had used the checkmark earlier to move one or more mails they constantly opened the mail and moved it by using the move-function in the bottom (see also problem #16).

Recommendations
Consider designing the interface more in accordance with Outlook in relation to selecting mails.

Problem # AUTONUM 
It is not self-evident how to sort mail in folders.

Description and analysis
Most users overlook the possibility of sorting their mails according to subject, date, sender etc. Even when told about the possibility they cannot figure out how to do it - particular not in the default style. In the three customized styles it is more evident to users that there are buttons to be clicked on.

Recommendations
If possible, make it more obvious in the default style that it is buttons to be clicked. use the same principles as in the customized styles. Furthermore, add small arrows as in outlook.

Problem # AUTONUM 
Most users are confused by the fact that when moving an open mail they suddenly find themselves positioned in the next mail. 

Description and analysis

Almost all of our testusers said (and showed) that they became confused when moving a mail (from within the mail itself) and subsequently finding themselves positioned inside another mail. They lost their sense of location. The problem illustrates a fundamental usability problem expressed in the following question: When moving a mail, should the user follow the mail to the new location (new folder) or should the user stay at the old location (old folder)? And, should the user be positioned “inside” or outside” the mail? We believe that the mental model used by users to understand the procedure reflects an actor positioned outside a list of elements (whether or not the user is “outside” or “inside” the mail itself). Therefore, the user should not be positioned in the next mail, but in the folder containing the list of elements. 

Recommendation

We recommend that you reconsider the possibility of moving mails from inside the mail itself. It seems counter-intuitive to move a mail from inside the mail and the user risks becoming confused and loosing his sense of location. Be aware, though, that most test-users did not use the checkmarks in the folders to move mails, but moved them from inside the mail. If this possibility is removed, it should be made more obvious how to select and act on particular mails in the folders (see also problem 15). If you keep the function, make sure, when the user is moving a mail, to position him in the folder from which the mail is being moved, whether the user moves the mail from inside the mail or from the folder. Also make sure, at this point, that the user is given relevant feed-back concerning the outcome of the action carried out. 

Compose

Problem # AUTONUM 
Most users did not understand the term “compose”

Description and analysis
Most users did not understand the meaning of the term “compose”. They looked for a text saying “New mail” or something in that respect. One user said that “compose” was the last button he would try out when looking for the screen in which he could write his letter. We suspect that this is a particular linguistic problem, since the term “compose” only rarely is used by Danes in this sense. One user suspected that the link “New Hotmail” was the one to use when writing a mail. The users do not necessarily read “Check for” in front of “New Hotmail”.

Recommendations
The users themselves suggested “New mail”. It seems like a reasonable suggestion that at least is better known than “Compose”. Alternatively we would suggest “Create mail”. Change the “New Hotmail” link to “Check for new mail” or “Check for Hotmail”.

Password retrieval

We did not identify any usability problems in connection with password retrieval - only in connection with creating hint question and answer (see problem #8).

Sending and receiving attached files

There were a number of minor problems with attaching files. None of them prevented the users from carrying out their task though.

We shall list the minor problems with attaching files while stressing that all users accomplished their tasks successfully and without encountering major obstacles. One user did not understand the word “browse” and suggested the word “find” instead. A second user obviously had the same linguistic problem, since she started pathfinder in order to find the file. A third user said that he missed the hourglass telling him that the computer was working.

We shall emphasize that we had installed the “File Upload Add-On" beforehand. We considered other elements of Hotmail to be more crucial and - considering the time factor - decided to install it beforehand. Results from other usability tests suggest that users often have problems with installing software  - e.g. Acrobat Reader - while using an application.

Address books

Problem # AUTONUM 
The users have problems understanding the difference between Email Lookup, Hotmail Member Directory and personal address book.

Description and analysis
The first task given to the users during the test was to find another user registered in Hotmail and write him a letter. Some of the users started by looking in addresses, but quickly noticed that they are supposed to create their personal address book. Other users started by searching in Email Lookup - noticing that Email Lookup sounds like a reasonable place to go looking for an address. One user tried searching in Email Lookup. He found no match and kept trying, checking his spelling etc. After a while he said (smiling): “I’m considering if I should send her an ordinary letter with the postal service”. When the users  ran out of ideas we helped them to click Hotmail Member Directory (HMD). Only a few users tried that link by themselves. 

We asked the users what they thought the difference was between Email Lookup and HMD after they tried using both of them. They were able to figure out what HMD was but had trouble figuring out what Email Lookup was (other than the general understanding that Email lookup is a search engine).

It should be noted that we had no luck finding members’ addresses using HMD in spite of the fact that we knew they were registered and had approved being listed in HMD.

Recommendations
In order to minimize the confusion between the different search engines we suggest to have only one entrance to searching addresses, after which the user selects where he wishes to search. In this window there should be a list of different places to search, for instance HMD, White Pages, Yellow pages etc. With only one link to search engines we recommend that it is called, for instance, “Search address”.

Problem # AUTONUM 
The users get confused the first time they click the Hotmail Member Directory and see message about Hotmail Member Directory.

Description and analysis
Several users were confused when they first entered HMD. They were looking for an address and were surprised and annoyed when presented with that large amount of information. One user said: “Oh no, do I really have to read all this?! This is supposed to be a list of Hotmail members.” Having scrolled to the bottom of the page she said: “I believe I already agreed to have my name listed”. She agrees (once again) and clicks “Submit”. The user then became confused about where to go look for the address, as she was looking for a new link. The testleader guided her back to HMD. Upon returning to HMD she said with irony (!): “OK - that’s user friendly!”

There are three important problems. 1) The user is surprised to find the large amount of text because they expect to find either a search engine or a list of members. 2) The user is surprised that they have to accept listing once again as they accepted listing upon registration. 3) Having accepted listing (again) the users are not sure where to go to search for members as they just come from the HMD-link where they did not find the search engine.

Recommendations
This recommendation should be seen in connection with problem #19. To minimize the users’ confusion, the only entrance to search for addresses in HMD, should be through the shared search engine “Search address”. If the user is not registered in the HMD he should be advised, when he tries to search, that he cannot search there without being registered. Of course he should be told where to register, with a link to the registration page. This leaves us with a problem about where the user should go if he wants to change his decision at will. We recommend that this is done under Personal options where it is already possible to change ones decision. A link to a page showing the conditions should be made available.

Problem # AUTONUM 
Most of the users do not see the possibility to save an address directly from a mail.

Description and analysis
Most of the users find an old mail and either remember the address, write it down or copy it. In the last case, even though they mark the address to copy it they do not notice the link “save address” next to the address. After copying, they open their address book and create a new address without further problems. 

Recommendations
The solution to this problem is to make the “save address” more visible to the user, e.g. as a button. Note that we tested this feature in the default style where “save address” is an ordinary link. 

Problem # AUTONUM 
None of the users use the “TO:”-link or the “QuickList” button to the address book.

Description and analysis
When the users want to mail someone they know, and already created, they are well aware that they can look the address up in their address book. But even when the users are in the compose window they always choose to go into addresses and find the person they want to write. From there they go back to compose by clicking the name. No one noticed the possibility to use the TO:”-link or the “QuickList” button.

Recommendations
As in e.g. Outlook, the TO:”-link should appear as a button. Also consider writing “To...” to signify that it is a kind of browser. Last, reconsider the name “Quicklist”. We suggest “Mail to...”. In the quicklist the button “mail to” should be changed to “Ok”.

Reminders

Problem # AUTONUM 
The users have trouble finding the reminders-link. 

Description and analysis
None of the users located the reminders-link. It seems to be a problem that it is only located in the inbox. Also, none of the users expected a function like this. When asked, they said that a function like this is connected to a calendar. Some of them even said that they would never use a function like this.

Recommendations
Reconsider the need for a reminders-link. If you choose to maintain this function it must be made more visible - e.g. as a button in the left frame.

Appendix 1: Tasks

Task  AUTONUM 
Start a Browser and find Hotmail.

Have you used Hotmail before?

How did you first hear about Hotmail?

How do you use Hotmail? - as a spare for another mail or is it your primary mail system?

Purpose

The purpose is to get an insight into the user’s knowledge about Hotmail and find out if he knows it at all.

To examine what entry the user uses to find Hotmail.

Task  AUTONUM 
Register yourself as a user.

Purpose

The purpose is to examine whether the user is able to register himself. Furthermore examine whether the user understands the principle of hints.

Task  AUTONUM 
Send a mail to Michael Smith.

Purpose

The over all purpose is to examine whether the user is able to look up the mail address of another Hotmail user. Furthermore we examine whether the user is able to send a mail. Be especially aware of whether the user presses Return instead of Send and, if so, if he believes that the mail has been send.

Finally the user is interviewed about the difference between Hotmail member directory and E-mail look-up.

Task  AUTONUM 
It is possible in Hotmail to make personal settings for the screen. 

Try to change your setting to a business style.

Purpose

The purpose is to examine potential problems regarding personal settings for Hotmail - primarily regarding Preferences in the Option menu.

Notice whether the user first chooses the button Customize and whether the user chooses Back in stead of OK.

Task  AUTONUM 
Do you know POP-mail?

Purpose

The purpose is to ask the user about his knowledge of POP-mail, whether he would use it and how he expect it to work.

Does the user know this type of functionality and does he have another pop-mail account himself? If so, we will ask if he want to create a pop-mail.

We will not test whether the function actually works, only whether the user is able to fill in the registration form.

CHANGE LOGIN

Task  AUTONUM 
We have registered you in advance with another login Please exit the mailbox you have just created, and try to login as: xxx_xxx.

Purpose

There are several purposes related to this task. 

The first purpose is to examine whether the user uses the logout function.

If the user does, we will ask what he sees, to examine whether the user notices where he ends when he logs out.

The second purpose is to force the user to look up a forgotten password himself. We have opened the account with a hint the user knows (his age).

Task  AUTONUM 
Try to find and read the mail you have received from Peter Stone.

When you have read the mail you want to save it in a private folder.

Peter is one of your good friends and therefore you would like to save his address in your address book.

Purpose

In this mail there is included a link to another home page which the user is asked to look at. One purpose is to examine whether the user sees the link in the first place and secondly knows how to use it.

After the mail is read we examine how the user creates a folder and saves his mail from Peter.

The last purpose of this task is to examine how the user creates Peter in his address book.

Task  AUTONUM 
Create Veronica and me in your address book

Test leader: xxx_xxx@hotmail.com

Veronica: yyy_yyy@hotmail.com

Purpose

This task has no immediate purpose in itself besides forcing the user to create several addresses more systematically in the address book. The idea of this is solely that we want to examine later on whether the user uses his address book when he is asked to send a mail to the test leader.

Task  AUTONUM 
You have received a mail from Susan. Read it.

When you have read the mail you would like to save it in a folder regarding usability test.

Purpose

This mail has an attached file which is referred to in the text. The purpose is to examine whether the user is aware of this file and is able to open and read it.

Again it is examined how the user creates and saves mail in folders.

Task  AUTONUM 
You have received a number of mails from Hans Hansen. Since you do not have the time to look closer at them right now you would like to save them all in the folder containing private mails.

Purpose

The purpose is to examine whether the user moves one mail at a time or marks all the mails and moves them all at once.

Furthermore it is possible that in this connection it will be natural to ask the user about sorting mail in the inbox.

Task  AUTONUM 
You have received a mail from Maria Robinson. Read it.

Purpose

In this mail Maria asks for an anti virus program. The purpose is to examine whether the user knows how to attach a file and send it to Maria.

Task  AUTONUM 
It’s your mother’s birthday December 14. You want Hotmail to remind you a day in advance so you can remember to buy a present.

Purpose

The purpose is to examine whether the user finds and uses Reminder.

Task  AUTONUM 
Create a personal signature. Having done so send a small greeting to me with your personal signature.

Purpose

The primary purpose is to examine whether the user uses his address book to send the mail to the test leader and whether he uses TO or QuickList.

The secondary purpose is to examine whether the user is able to create and use a signature.

Questions

How does the user react to response time and stability?

How does it work with the screen resolution the user uses?

Does the user have an opinion on frames?

Does the user sort his mail in the Inbox? - if not, does he have an opinion about it?

What do you think of Hotmail?

Do you think you will use Hotmail in the future?

Would you recommend Hotmail to others?

In what situations could you imagine using Hotmail?

What do you think of the ads?

Do you usually use the help function in the systems you work with? 
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