Results of Tier-1/Tier-2 Email Newsletter Subscribe Testing, 12/12/03


Overview of Test Results

	We wanted to find out
	Findings:  Overview

	· Which template do people prefer? Why?
	80% preferred the Red template, which presented both tier-1 and tier-2 newsletters on the same page.  The person who did not express preference for the Red template had mixed reasons for preferring the Green template:  a large part of her affinity seemed to do with the difference in content.  She liked the tier-2 newsletters offered in the Yellow model.  She also seemed to like the simpler layout.  (When other people were forced to choose between Yellow and Green, they also chose Yellow.)

	· Do parts of any of the templates cause people difficulty? How?
	Yes.  Most significantly, the thermometer, the left navigation, and pages with two subscribe buttons.  [See usability issues and frequency on page 2]

	· Is the process of signing up for a newsletter clear to people?  
	To some degree.  When people read the instructions, they understood, but they only read the instructions on the Yellow and Green models (where the tier-2 newsletters appeared on a second page).  Also, the thermometer clicked with some people at first, and this helped them.  However, for some people the thermometer was confusing.  There was a 40% rate of failure, generally losing people at step 3.

	· Does our subscription process meet peoples’ expectations?
	Somewhat.  People had varied experience with newsletters, and most would subscribe from within an email, rather than on a website.  People generally expected a simpler process than was presented to them, although they were generally not distressed by the steps in our process.  

	· Does the tier-1/tier-2 subscription model make sense to people?  What do they think of it and what it means?
	To some degree.  P2 said first that some newsletters were “premier,” but later wasn’t sure why they were broken out.  P1, P3 and P4 suggested that it was to keep it simple for people. P5 felt that these were the top issues at the time.  A few folks wanted the tier-1 page to be based on their past site behavior, so that the top four were customized to their interests.  One thought that you had to subscribe to tier-1 in order to get tier-2 newsletters, but the participant only thought this when they were presented together on the same page.

	· Can people find both tier-1 and tier-2 newsletters?  How easily?
	Yes.  Two users had difficulty at first with finding tier-2 newsletters, but they did eventually find them.  One user said he would not look on a separate page for the tier-2 newsletters; another user said he would only look on a separate page if he was confident the organization would have the kind of content he was looking for.

	· Are any of the templates more successful at communicating the tier-1/tier-2 model?
	No.  However, people indicated a preference for the Yellow model (where some tasks were in the right column).


 Usability Issues and Frequency

	Encountered by
	Issue

	P1, P2, P3, P5
	Expect thermometer to be clickable

	P4
	In step 3, the confirmation email, the thermometer is confusing.  Participant was unsure how & why this showed up in his email, and how the email knew where he was. 

	P1
	Participant believed that once he selected a newsletter, filled in his information, and hit “subscribe,” he would get more information on the newsletter that he had selected.

	P1
	Expect the page title to be clickable

	P1
	Expect that the left navigation is a part of the task series, like the thermometer.  (e.g., would click “Sign Up” in the left navigation to proceed to the next step.)

	P3
	Believes that the Message Boards link in the left navigation will go to message boards about email newsletters.

	P1
	On the home page, participant was unclear about the difference between checking off a newsletter and previewing the newsletter

	P4
	Mentions that it’s strange to say which fields will be required, when they’re all required.

	P1, P5
	To these participants, the step 2 “Check Your Email” means “verify your email address.”

	P5
	Believed that “Check Your Email” would open her email client, much like on my.yahoo.com, you can check your email.

	P1
	Did not understand that the newsletter preview window was a pop-up.  Tried to click “back” button to get to the subscribe page.

	P1, P2
	Looked for the subscribe button in the preview pop-up.

	P4, P5
	Looked for a back/close button in the pop-up

	P1, P3
	Participants would not select a newsletter without seeing an example and knowing the scope of the issues covered.

	P3, P4, P5
	Participants want to know the frequency of the newsletters.  They notice that it is on the tier-2 newsletters, but not on the tier-1 newsletters.

	P1, P2, P4
	Users expect that the email newsletters home page will “remember” who they are, and automatically fill in their information.  They would use this to make subscribing to more newsletters easier.  They were annoyed to find out they had to fill this in again.

	P1, P2, P3, P4, P5
	Used the subscribe form on the Email Newsletters home page to sign up for additional newsletters (rather than using “add a subscription” in MYS.)  [My question:  what would happen?  Why are there different forms?  How do we make this clearer?]

	P1, P3, P4, P5
	Desire the ability to “hold” a subscription for a period of time, or from date to date, in the MYS dialogue.

	P3, P4, P5
	Participants did not like and were confused by the term Manage Your Subscriptions, although they realized they would use this for unsubscribing.

	P4
	Participant thinks that the “add a subscription” option in MYS will have different newsletters available, and that they will be more sales-y than the newsletters offered on the home page.


	P1, P3, P4
	On the Email Newsletters home page in the Yellow model, participants were confused by the two links to other newsletters (one in the right-side promotion, one in the body of the page)

	P3
	Believes that not all of the newsletters are free.  Participant understands clearly that the newsletters on the home page will be free, but suspects that if the word “free” is not included in a link to other newsletters, there will be a charge for the newsletters. 

	P5
	Doesn’t notice other newsletters in the two-page models, Yellow and Green.

	P4
	Would not explore the 2nd page of tier-2 newsletters, unless he through for sure that the topic would be covered by the organization whose site he’s  on.

	P3
	Using the Red model, with tier-1 and tier-2 shown on the same page, the participant believes you must subscribe to a tier-1 newsletter in order to get a tier-2 newsletter.

	P2, P4
	Using the Red model, participants were unsure which of the two subscribe buttons to use.  They were afraid they would use the wrong one, and some of their selections would be lost.

	P5
	Did not reply to step 3, the confirmation email.  Believed her subscription was confirmed.

	P4, P5
	Participants believe that you should be able to reply to the confirmation email with edits to personal information and newsletter selections.

	P2, P3, P4, P5
	On the Welcome email, would prefer to either receive a sample newsletter (the most recent?), or to be informed of the date when to expect the first newsletter


Recommendations Based on Usability Issues and Frequency

1. Proceed with the Red model, where tier-1 and tier-2 newsletters are on the same page. However, instead of using the left navigation, use the right-column bubbles for other newsletters and MYS options shown in the yellow comp.  

2. Clarify the relationship between tier-1 and tier-2 newsletters with labels:  e.g., “Our Most Popular Newsletters,” and “More Great Newsletters.”  Make sure users know you don’t have to subscribe to tier-1 newsletters to get tier-2 newsletters.

3. Clarify that either subscribe button can be used, to the same effect.

4. Instructions need to be explicit and carefully worded for each step.  Consider labeling the pages as steps.  (e.g.  Step 1. Select the newsletters you’d like to receive, and fill in your name, email address, and zip code, then press “subscribe.”  Step 2. Please check your email for a message from us.   Step 3. If you want to receive the newsletters below, please reply to this email to confirm.  You don’t need to edit the message.   Step 4.  You have subscribed successfully!  You will receive your first email newsletter on *Date*.)  See the next item below…

5. Step 2, Check Your Email, should be renamed to be more descriptive.  The page should include explicit instructions on what the user should do next.  This is imperative:  40% of our participants were lost at this stage and did not complete the process.

6. Step 3, Confirmation, should be renamed to be more instructive.  20% of our participants did not proceed beyond this point, and another 20% needed encouragement to proceed correctly.

7. Reconsider the thermometer:  whether it should be included, when, and how.  The thermometer concept needs to be redesigned, perhaps with a different mental model than a thermometer.  The titles on the thermometer need to be worded carefully so that they do not imply an action (they should not invite clicking), and they should be clearly labeled as steps.  The thermometer should be visually designed so that it doesn’t look like a series of buttons, so that it implies sequence, and so that inactive items appear inactive and not clickable.  Finally, it may not be appropriate to include in the email.

8. If a two page model is chosen, with tier-2 newsletters on the second page, it should be clearly stated that the information you’ve entered and the newsletters you see now will be on the next page as well (when a user hits “other newsletters>>”).

9. Provide sample newsletters for each newsletter offered, and consider ways to clarify the difference between previewing a sample and signing up.

10. Provide a scope definition for each newsletter:  what is covered, and how often.

11. Provide information on how frequently each newsletter is delivered.

12. Do not include left navigation.  It must not be on the lower pages, and we should also consider removing it from the home page for email newsletters.  Where left navigation does show up, it should be labeled clearly so that it does not appear to be an action button.

13. Consider setting a cookie which will remember a user’s information when they subscribe from the home page, so that if the return to the page within a specific period of time (perhaps, within 24 hours), they will be “recognized” and can easily add subscriptions.

14. Clarify the difference between the email newsletter home page subscribe process and Add a Subscription under MYS, and make any consequence for using the wrong form known.

15. Be cautious with labeling redundant links, so that users feel reassured that they are the same.

16. Reinforce the fact that these and all newsletters offered by AARP are free.

17. Update the welcome message to be custom to the newsletters one has subscribed to, showing a first date of delivery, or possibly the most recently distributed newsletter.

Additional Findings

1. Consider adding an action button to the sample newsletters, either one which says (e.g.) “subscribe” or one which says “close this window and continue selecting your newsletters”.

2. The “Manage Your Subscriptions” (MYS) tasks should be itemized, rather than taking someone to a page which itemizes the tasks.  This would make it easier for users to find the option they need, and it would more closely meet their expectations of what they’ll see when they click.  (Although users see that there are multiple tasks in MYS, they expect to see a page for their current task when they click on MYS.  They don’t expect to then select a task.)

3. Users aren’t comfortable with the label “Manage Your Subscriptions,” and they expect more from that label than they get.  Consider renaming Manage Your Subscriptions, and managing expectations by giving people tasks to click on instead of the MYS label.

4. Consider adding more features to MYS, including the ability to hold a subscription.

5. At the bottom of the email, users expect to see a link to unsubscribe, a link to the page where they subscribed, and a link to forward the email to a friend.

6. Participants would like to see a “print this page” feature with the other tools on the subscribe pages.

7. On the confirmation email, they want the confirmation to restate all the information that they have given us:  first and last name, zip, and subscription choices.  They expect to be able to make corrections, so this expectation should be mitigated or addressed.

8. On steps 2, 3, and 4 of the process, users wish to be addressed by their name, rather than by their email address.  

User Suggestions
1. Users suggested that the following things would make a newsletter stand out, so that they would select it among its peers:

a. A newsletter that is “humanized” with photographs.

b. Big, easy to read fonts.  Times New Roman was mentioned.

c. Knowing the frequency that the newsletter would be delivered, and having an option on how frequently to receive the newsletter – including, possibly, a digest version of the newsletter.

d. A clear idea of what would be covered, and further, the ability to opt in only for mailings from a newsletter that covered the topics they were interested in.  (i.e., to opt to receive the Health Newsletter, but only when it covers Asthma in that issue.)

e. A preview of the newsletter for each newsletter offered.

f. The style of the content.  Most participants expressed an interest in seeing brief summaries with a “click and go” to more information, so that it’s easy to scan.  P3 said about both the newsletter and the subscribe page, “I don’t mind drilling down, but I want to drill down based on knowledge.”  They like the “in this issue” feature of our newsletters.

2. Users expressed concern about being asked to “Refer a Friend” on the Welcome email, since they have not seen a newsletter yet.  To those who expressed this concern, it was a big turnoff.

3. One participant suggested making an archive of past newsletters available to subscribers.

4. One participant would like to receive a confirmation email for unsubscribing, as well.  It would indicate that you should reply to resubscribe if you this was an error, or when you would like to restart your subscriptions.

Appendix: Session Checklist

Introduction

Thank you for agreeing to spend an hour with us today.  Your involvement in this session today will help Web Strategy and Operations develop strategies for the web sites we develop.  I’m here to learn from you what works well and what does not.  I hope that we can be partners in this session, so I can get some idea of what it’s would be like for you to use some of these web site designs.

We’ll be here for about an hour, maybe less.  I’m going to show you a series of drawings and ask you some questions.  I’ll be using this check list as we work, and I’ll take some note.  Krista will also take some notes, just so it’s easier for us to focus.  I’ll also ask you a few follow-up questions.   

Our session will go like this:  I’m going to show to you a series of black and white print-outs that represent three different web sites.  Here’s an example of one.  [Show a sample wireframe, and keep out.]  You can see how this drawing might show up on a computer screen, similar to other web sites that you probably use.  It doesn’t look as fancy yet.  But the basics are here.  

I’m going to ask you to pretend that this drawing is a web site that you can see on your screen.  I’d like you to pretend that you could click on it, using this pencil, like you’d click on a web site using your mouse.  If you want to click on something, you’d tap on it with your pencil like this.  I’ll flip the pages to show what would happen when you click.

I’ll ask you some questions, and ask to do a few things on this web site.  As we go through things in the next hour, it will be most helpful for me if you can say out loud anything that you’re thinking.  Say whatever’s on your mind.  Your impressions and ideas are really helpful.  Also, as you read things on the web site, read them out loud.  Talk your way through things.  This way, I’ll know what you’re looking at and thinking about. [Demonstrate on sample wireframe, then put away.]
Please remember that you’re not being tested in any way.  Your being here helps us to evaluate how well these web sites are designed for people like you.  The test is whether the designers got it right.
We can stop at any time if you’re uncomfortable with any part of this.  However, these sessions are usually fun for people.  I hope you’ll enjoy this, too.

I will be recording this session on audio tape.  The recording will only be used for data capturing and reporting purposes.  The data we gather today will not be reported with your name, only with a session number.

Do you have any questions?

Background 

Tell me about your experience using the world wide web.  How did you get started?  How long have you been online?  

What do you usually do on the web?

What about email newsletters:  do you get any email newsletters?  How many?  What kinds of things are they about?  [If no, describe the principal.  Compare to News Now, but that you’d sign up for it instead of getting it automatically.]

Do you find email newsletters useful or fun?  What makes them interesting to you?

Do you remember what it’s like to sign up for an email newsletter?  How did you do it?  What do you remember about it?  Was there anything that you found confusing or challenging?

If you had your way, what would it be like to sign up for an email newsletter?

Web Sites 1, 2, & 3
We’re going to take a look at a site now that allows you to sign up for email newsletters.  I’m going to show you three different sites, one at a time.  They each offer similar kinds of newsletters.
Let’s start this:  we’ll call it Website 1.  

a) What’s Here?
How would you find out what newsletters this website offers?

What newsletters do they have?  

Are any of them interesting to you?  (If yes, ask about that one.  If no, ask about Health newsletter.)  What can you tell me about that newsletter? 

b) Subscribe

Would you want to subscribe to that newsletter?  (Ask why.)

What do you think you will need to do to subscribe to one of these newsletters? (Try to get steps.)

If you wanted to subscribe to one of these newsletters, how would you begin?  (Try to get process.)  Please pretend you’re subscribing to one of these newsletters, and tell me everything that you would do.

Issues to explore:

As participants move through the process

· Is it what they expect?

· Do they know what they have to do next?

· Does the process seem appropriate?

What did you think of that?

c) Subscribe to another
Thank you for trying that.  Now, let’s pretend that you just remembered that there is another newsletter here that you’d like to sign up for. You're planning to take a vacation, and you want to hear tips about Travel.  How would you go about signing up for a second newsletter?  Please show me how you would sign up for a newsletter on Travel. 

d) Unsubscribe from one.

Great, thank you for trying that.

Now, let’s say that you’re about to go on a long business trip.  While you’re gone, you don’t want your inbox to fill up with too much email.  So, you decide that you’re going to unsubscribe from the newsletters until you get back home.  

How would you unsubscribe from the newsletters that you get on this website?  What do you expect that you’ll need to do?  Please show me how you would do this.

e) What else is on this site?

What else can you do on this site?  

f) Next…
1 and 2:  That was really helpful.  Now, let’s take a look at a different web site.  I’m going to ask you the same kinds of questions as we go through this next site.

3:  Great.  We’re done looking at the three different web sites.  Before we’re through today, I’d like to ask you a few more questions.

Wrap-Up

So, you’ve just used three different web sites to sign up for email newsletters.  What did you think of that?

Did one of the websites stand out to you?  Why?

If you wanted to refer a friend to sign up for one of these newsletters, which site would you send them to?  Why?
The three sites that you've looked at offer pretty much the same newsletters.  If there was one newsletter you wanted, and all three of them had it, what would tip the scales and make you choose one site's newsletter over anothers?  Would it be something about the site?  About the newsletter?

How would describe your overall experience with each of these sites:  excellent, good, fair, or poor?    Why?

· Red:

· Green:

· Yellow:

One some of the websites that you looked at, the newsletters weren’t all shown at once or in the same place.  Do you know why that is?  What do you think of them doing that?  Do you think one of the sites did that better than the others?  Why?

Thank you very much for your time today.  You’ve been very helpful.  
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