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5 move to appendix
Elizabeth Medina,
6 move to appendix
Elizabeth Medina,
7 move to appendix
Elizabeth Medina,
2 Please explain how are we getting to these %ages.
Juhi Singh,
10 please mention the key issues first.
Juhi Singh,
12 blue color on green is not clearly visible.
Juhi Singh,
2 Reformatted.. Let me know if this is fine
Mahesh Jammalamadaka,
14 The next step can be diving deep into each CUJ and showing the bugs, etc.
Juhi Singh,
15 The first slide in success rates should consist of the actual success rates, rather than what success looks like. Example, success rate for
each CUJ. This is just an example, please feel free to put your own thoughts to it.
Juhi Singh,
3 Assuming we are going to continue with this graph.

Abhilasha Rao,

5 Is this from voice? Or specific to Search?
Abhilasha Rao,

7 How are we gathering this information?
Abhilasha Rao,
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Background and Goal of Study

Background

The Search (AGSA) and Localization team share a
goal of improving Search CUJs’ UX for users.

This study focuses on uncovering any local usability,
functional and linguistic issues along 8 critical user
journeys for AGSA in India (Hindi), Brazil
(Portuguese) and Indonesian (Bahasa)

The UK will also be tested for benchmarking
purposes.

This aligns with the company-wide goal of achieving

product excellence.

Our goal is to uncover any local usability,
functional and linguistic issues along 8 critical
user journeys for AGSA in India (English &
Hindi), Brazil (Portuguese) and Indonesian
(Bahasa).

The study will also be conducted in the UK for

benchmarking purposes.
Focused on 8 key CUJs in 4 countries:

UK - English (for benchmarking)
India - Hindi

Indonesia - Bahasa

Brazil - Portuguese
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2 +twilkinson@applausemail.com can you add the CUJ prompt that pertains to the data on each slide to the notes section of each slide?

This will be helpful reference to the end-client.
Elizabeth Medina,

1 What do you mean by CUJ prompt? In the test plan, all I see is CUJ1. Is this what you mean?
Theresa Wilkinson,
3 The CUJs that are listed on slide 4 of this deck. I was asking if you could paste the each of those prompts into the notes section,

when the data on the slide is specific to that task.
Elizabeth Medina,

2 I have in the UK section including the charts and & infographic.
Theresa Wilkinson,



v Critical User Journeys

8 Critical User Journeys

1.

CUJ 1 Call a Friend: Think about the last time you called a close friend or family member in your town. Now,
call that person the same way again.

CUJ 2 Fix A Tire: Imagine your bicycle has a flat tire and you need to fix it on your own (not taking it to a shop
for repair)

CUJ 3 Spell Word: Think of one word (it can be any word). Using your smartphone, find out how to spell this
one word correctly.

CUJ 4 Find Restaurant: Imagine you want to try a new restaurant in a nearby town or city for dinner tonight.

5. CUJ 5 Sports Score: Think of a <sports team> . Find the score for this team’s most recent game the way you

normally would.

CUJ 6 Weather: Find out the weather for tomorrow the way you normally would.

CUJ 7 Find Movie Star: Think of one of your favorite movie stars and find your favorite image of that movie
star.

CUJ 8 Find Smartphone: Imagine you need to buy a new smartphone. Using your smartphone, find some new

smartphones you would like to buy



1. Navigation Methods

* Navigation methods / paths commonly used in each country during these 8 CUJs
*  Where do they start the journey?
* Are user aware of multiple ways to navigate and find information
+ Does point of entry impact users’ choice between voice or typing? If so, how?
2. Voice Vs Typing
* Do users typically use voice or typing?
* Are there any expectations in comparison to using Voice Vs Typing
+ Do users expect more 'assist like features when they use voice? Do they formulate queries differently?
* Are there specific use cases where one input method is more commonly used than others? If so, what are they and why?
3. Performance
* How do the search results pages work for users?
+ Do users notice the 'slow to load' label when in poor connectivity environments?
4. Decision Influencers

+ What bits of information do they rely on to decide what page to visit?
5. Any Confusions Observed:

» Is there any information that they find confusing on the search results screen?
* Are there any text strings that are confusing or awkward for users when using AGSA in their respective languages?
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16 Please title each of the points so one doesn't need to read the entire text but is able to get a sense of it through formatting, example,
make the text bold, title sentences, etc.
Juhi Singh,

10 Text heavy.

Abhilasha Rao,

3 The original text was from the test plan.. Have re-worded this ..

Let me know if you need any other changes on this
Mahesh Jammalamadaka,



Participants Requirements

e 40 participants, 10 per country e Use AGSA 5.9 and higher

e Native language speakers 50% tech savvy and 50% non-tech savvy

e Fluentin English Age group - 18 - 50 yrs

e Android users (a mix of different devices) Geographically diverse within country

Roughly 50/50 gender split

e Use Android version 5 and higher
e Use Voice Search AGSA min. 1-2x per month
o 50% bought first smartphone in 2014 or
later
o 50% have AGSA installed & preferred
search tool

o 50% use something else for search

For more detail, see the study plan, analysis notes, raw data sheet, roll-up data sheet, user
videos
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9 Re-format slide. Too much on one slide.
Abhilasha Rao,



¥ Study Method

e Unmoderated remote study, with participants recording their screens as they complete open and specific
tasks in both voice and typing.
e Pre-task Survey Questions: Collect background information, app and language settings on device
e Survey - Users ran through each CUJ (randomized to reduce learnability) on AGSA. They spoke in their
native language and were asked to Think Aloud in English.
e Each CUJ had 2 parts:
o  Open: Users try CUJ as they normally would (naturally) on AGSA until success (up to 3 tries)
o  Specific: Users try CUJ on AGSA using up to 3 Good Queries provided by Voice until success (up

to 3 tries)

e Post-task Survey Questions: Collect user ratings on expectation, satisfaction, ease of use and path

For more detail, see the study plan, analysis notes, raw data sheet, roll-up data sheet, user videos



Success Rates




Percentage of Successful + Failed Attempts By Country

% successful attempts

. . . % fai
(with + without issues) S BT 2

UK 90% 10%
India 61% 39%
Brazil 90% 10%

Indonesia 82% 18%




Make summary slide:
e Identify common path taken by CUJ for each task
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1 +twilkinson@applausemail.com
Elizabeth Medina,



User Satisfaction




M Satisfaction Rating Scale

For each CUJ, users rated their satisfaction with these 4 factors:

e Amount of time in completing a Specific Task Using Voice and Typing

Overall Ease of use

Helpfulness of AGSA for a Specific Task Using Voice and Typing

Satisfaction of AGSA user flow / process

Each factor was measured on a 5-point scale

1 2 3 4 5
Neither
gxtremgly Satisfied nor Satisfied Extr'e mely
Dissatisfied Dissatisfied Satisfied

We aggregated per user and then all users per country per CUJ to come up with the final score in the next slide.
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13 Please mention the user satisfaction rates/%ages before showing the scale.
Juhi Singh,
6 This rating can be calculated only for specific queries. Add slides to call out trends in open queries.

Abhilasha Rao,



M Satisfaction Score Per CUJ - Aggregate

Aggregate Satisfaction Scorecard for Each CUJ

. . . Find Find Movie Find
Call a Friend Fix A Tire Spell Word Restaurant Sports Score Weather Star Smartphone
Countrywise Satisfaction Scorecard for Each CUJ
. . . Find Find Movie Find
Call a Friend Fix A Tire Spell Word Restaurant Sports Score Weather Star Smartphone

Neither

IN Satisfied nor Satisfied Satisfied Satisfied Satisfied Satisfied Satisfied
Dissatisfied
ID Satisfied Satisfied Satisfied Satisfied Satisfied Satisfied Satisfied Satisfied
X . o Dissatisfied Satisfied nor Satisfied
Dissatisfied . e
Dissatisfied




When Reading the Following Scorecards, Keep In Mind...

User was able to complete the task with no friction.

The Difficulty Scorecard (on the right) takes into account
e No bugs

both the severity of issues.

User was able to complete the task (relatively) quickly but
encountered minor difficulty

That means even though a country may have only 1 P2 e Less than or equal to 5 P3-4 bugs

issue, it's a high priority issue - so it would have a
significant impact on measured success.

User was able to complete the task but encountered some
difficulties. Needs refinement
e Lessthanorequalto2P1/2s

Example: 1 P2 bug = “C” country ranking e and less than 10 P3-4 bugs

User was able to complete the task, but it was very difficult
to do so or it took a lot of time

e Lessthanorequalto4P1/2s

e  orlessthan 20 P3-4 bugs

This also applies especially in the case of “Other” bugs
as they're all automatically prioritized as P2 in the
study.

User wasn't able to complete the task
e 1 ormoreP0Os
e or5+P1/2s
e or20+P3-4bugs

Each of these “Other” issues need to be
individually validated by the Search team.
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11 display the scorecard first and then the scale.
Juhi Singh,
4 Is this final for Search?

+mjammalamadaka@google.com
Abhilasha Rao,



v Task Difficulty Score Per CUJ

Aggreqgate Scorecard for Each CUJ

Find Find Sports Weather Find Movie Find
Restaurant Score Star Smartphone

Call Fix A Tire Spell Word

Countrywise Scorecard for Each CUJ

Find Find Sports Weather Find Movie Find

£l AR RECEl Restaurant Score Star Smartphone

Spreadsheet of raw data for Bugs is here




CUJ Scorecard




UK (English): Helpfulness Vs Ease of Use - Voice Vs Typing

Extremely Easy

Easy

Neither Easy Nor
Difficult

Not At All Helpful Not Very Helpful
]
@ @

Il Typing

LCegend
[ [ Voice

Neither Helpful Nor Unhelpful Helpful

o 00

Extremely Helpful

- o @9

Hotlist

Key Observations

UK had many users response
that tasks were Extremely Easy

UK data looks like an Arrow
pointing towards the top right,
showing a possible relationship
between ease of use and
helpfulness

UK seemed to prefer Voice in a
lot of the Open tasks - several
mentioned that it was easier
and faster than typing



UK (English): Helpfulness Vs Ease of Use - Carrier Vs Wi-Fi

Hotlist

Ease Not At All Helpful Not Very Helpful  Neither Helpful Nor U.. Helpful Extremely Helpful
Key Observations
e UK did not have any
Extremely Easy 2 ® 0. .. connections that were obvious,
even in Scotland, or hindered

task completion

Easy .. ..
Neither Easy Nor

Difficult ° 3 @2

Difficult 1 9 “

LCegend
[ I Carrier ]

[ Wi-Fi




UK (English): Helpfulness Vs Ease of Use - By Device Type

Hotlist

Key Observations
e UK users seemed to be very

Ease Not At All Helpful Not Very Helpful  Neither Helpful Nor U.. Helpful Extremely Helpful
happy with the mobile devices
and mentioned upgrading to

— - e @® .
more recent version

e Only one user mentioned
Easy .. .. . switching to an iPhone

Neither Easy Nor
Difficult ® €y .

Difficult @ "1 @

Il Higher End Device

Device Legend
[ Lower End Device




Recommendations




» Recommendations

/ General

- Offer a “Need more information” tone when using voice so user can change query if needed

/ Specific Tasks
- Several users had problem with slow connections

- The Shopping tab did not always display for certain countries which caused problems for users who are looking to buy
something - Ensure it displays when needed

- Voice did not always recognize what users said - Ensure Voice recognizes what users say

- System “heard” tyre but searched for “tire” which did not produce relevant results - Ensure system recognizes user location so
that it displays search terms that return relevant results

- Image and shopping carousels either did not display or displayed at bottom of page which caused confusion. -- Ensure image
and shopping carousels display consistently
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8 Please specify what the insight was and connect it with the recommendation.
Juhi Singh,



Findings




Do users typically use voice or typing? Are there specific use cases where one input method is

more commonly used than others?

/LN

NV
H

O NWHAEULON®WLO
PR R TR S S TN NN TR S N |
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7 Please specify the tasks. The chart is not clear. Not sure what is task 1, 2, 3, 4, etc.
Juhi Singh,
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Task 2 - Fix a Tire (Open)

Identify common phrases used by participants. Identify patterns in how participants typically approaches how-tos: video
tutorials, images, walkthroughs, etc.

S L7 I
Z1 S —
Words Used in Search Queries

10

9

8

7

6

5

4

3

2

1

(1]

Flat Fix Bicycle Howto Repair Bike  Step by oIy

Step

Information to Decide What Page to Visit

10

OHNWBLONOWY
P T Y
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2 Word clouds do not seem to make much sense based on slides 37 to 40 as they are just repeating words from the actual task. We may

need to just list these phrases down.
Abhilasha Rao,



Task 4 - Find Restaurant (Open)

Identify patterns in how participants typically finds and compares options

SN L

rainN
Words Used in Search Queries

lis.

Restaurant Specific location Location qualifiers Kids friendly
like near, nearby or
close by

®
I

I
o

O H N W e WM O N ® W

Information to Decide What Page to Visit

10
9
8
6
5
a
3
2
b %
o
& > S
0060‘\ \“Qﬂb Qm‘@? g-'ﬁg“ & 0"’& 8
¥ ° & <& >
I
<8 & Q
&




Task 5 - Sports Score (Open)

Identify patterns in how participants typically finds the score for a recent <sports team> football game

S L

=
1 NS &

Words Used in Search Queries

=
o
1

0 = N W A U O N B W
IR W T W TR T S SO WO 1

<team Score Game Latest Last Results Soccer Football
name>




Task 5 - Find Restaurant (Open)

Identify patterns in how participants typically finds and compares options

NN L
2] NS
Words Used in Search Queries

-
o

O = N oW s WMo N D W

LT

Restaurant

Specific location Location qualifiers
like near, nearby or
close by

Kids friendly

Information to Decide What Page to Visit

10

O NWEWVON®WO




Do users notice the 'slow to load' label when in poor connectivity environments?

 www.asklaila.com

(=

39 Y Google ek gl ugam
AT Hehdl,

User P2 had connection issues in the following tasks:

Task 4 Find Restaurant (open) - White screen displayed for for 26 seconds
Task 1 Call (specific) - White screen display for several seconds.
Task 2 Fix a Tire (specific) "Waiting for so long is tiresome.”
Task 5 Sports Score (specific). “This is a little annoying.”
Task 6 Weather (specific) - Connection error

Four bugs filed for this issue
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6 Not sure if we should use each use to dive deep. We should dive deep for each CUJ and try to find patterns instead.
Juhi Singh,



How do the search results pages work for users?

= Google

Q,  pandra hazar ke andar acchest %

ALL VIDEOS NEWS IMAGES MAPS

Tip: Search for English results only. You can specify
your search language in Preferences

15-20 §9IR 3UQ & &t 10 3ed TEH - 3R

m.navbharattimes.indiatimes.com » tech

Mobile-friendly - Aug 1, 2013 - 15-20 IR IUY &
da 10 orad SNEEH ... YAy & IR HRUT FHR &)
U9l yws; Sy | 3@ m 3g g |, fafea:

Harge o fFa frrd e g e - -
Navbharat Times
m.navbharattimes.indiatimes.com » tech

Mobile-friendly - Sep 5, 2010 - H1ATEd A & AAR
# U @ goaw Ua BIeR 27 . T & TR #
a7 8t 9ads .. 96 il @ ok am oft 15 ger v
e

Users who did find what they were looking for on the search results
pages:

P3 Task 3 Spell (open) - “This is not the desired results. | am expecting to see is some audio or
video results on top where if | play that video | know how to spell that word correctly.”

P3 Task 8 Smartphone (open)

P3 Task 3 Spell (specific)

P3 Task 2 Fix a Flat (specific)

P3 Task 8 Smartphone (specific)

P1 Task 8. Smartphone (specific)

P4 Task 8. Smartphone (specific) “I don’t see any shopping pages opening up where | can buy. |
expected something like Amazon.”

P5 Task 8. Smartphone (specific)
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5 Please try to analyze a finding first and then support it with user quotes.
Juhi Singh,



How do the search results pages work for users?

= Google
AU Shoppng  News Images Vieos QX 15000F 3R Y Task 8 - Imagine you need to buy a new
— ALL  MAPS  IMAGES  NEWS  VIDEOS Smartphone. USing your Smartphone, find
/’ , some new smartphones you would like to buy
inside 15000 15000 & 3ieR
The Shopping link did not See results in English &1 ufom
display for the 2 users who
searched via Google. - 15000 5ud & sler T 24 - ABP

News - ABP Live
abpnews.abplive.in » gadgets » best-smar...

Harge | - 19/06/2016 - FAY 15,000 30 & sieT
& § al dgadia TEH ot AR S, ..

15000 3 3feR UZIES Wi | Hiamgd dewe
mobileslatest.in » tag » 15000--3i2X...

Hiarged € - og SAva A @ aud Ay sEReE
3268 =Ha & gy A= et #900 3268 ..

4% 10 eI WIEH, 15,000 308 & ...
m.jagran.com » photogallery-8241



Critical User Journey Details







CUJ-1 Call a Friend: Helpfulness Vs Ease of Use - By Voice

Hotlist

Neither Helpful Nor

Ease Not At All Helpful Not Very Helpful Unhelpful

Key Observations

Extremely

Easy
“It called the person straight away
without any errors.” UK.RS

Easy

Neither Easy
Nor Difficult

“It did not recognise my voice
Difficult “ .
Country Legend command to call my contact until |
I united Kingdom [l Brazil changed my wording.” UK.SM

. India . Indonesia




CUJ-1 Call a Friend: Helpfulness Vs Ease of Use - By Typing

Hotlist

Ease Not At All Helpful Not Very Helpful ""“‘S;::;:’fﬁ‘l' Nor Helpful Extremely Helpful

Key Observations

“It understood that | wanted to call
Extromely someone not search for 'call Dad'
e @ ” °‘ °. on the internet and it immediately
started to connect the call and
switch to the dialler app.” UK.JD

Neither Easy
Nor Difficult

omst QO @

Country Legend

. United Kingdom . Brazil
. India . Indonesia







CUJ-2 Fix a Flat Tire: Helpfulness Vs Ease of Use - By Voice

Hotlist
Neither Helpful Nor
Ease Not At All Helpful Not Very Helpful Unhelpful Helpful Extremely Helpful Key Observations

“I did not expect to be presented with a helpful
information box at the top of the search results.”
UK.MJ

i @ @
Easy

- & @ o#”

Neither
Easy Nor .
Difficult

Difficult .

Country Legend

. United Kingdom . Brazil
. India . Indonesia




CUJ-2 Fix a Flat Tire: Helpfulness Vs Ease of Use - By Typing

Hotlist
Neither Helpful Nor
Ease Not Very Helpful Unhelpful Helpful

Extremely Helpful Key Observations

. The steps provided were very easy to follow and |
am sure it will fix the flat tyre issue.” UK.JB

Extremely
Easy

Easy .

Neither
Easy Nor
Difficult

Difficult .

Country Legend

. United Kingdom . Brazil
. India . Indonesia




Spella Word &

10 Users



CUJ-3 Spell a Word: Helpfulness Vs Ease of Use - By Voice

Hotlist

Helpfulness

Ease Not Very Helpful Helpful Extremely Helpful Key Observations

” “It was easy to find the spelling compared to voice

®

Extremely
Easy

command as sometimes it takes time for google to
understand the voice command due to accent.”

Neither
Easy Nor .
Difficult

Country Legend

. United Kingdom . Brazil
. India . Indonesia




CUJ-3 Spell a Word: Helpfulness Vs Ease of Use - By Typing

Hotlist

Helpfulness

Ease Not At All Helpful Not Very Helpful Neither Helpful Nor Un.. Helpful Extremely Helpful Key Observations

Extremely
Easy

-y . . . ” . “If its typing the word, it means | know the

spelling, so why should | ask Google.” UK.JB

Neither
Easy Nor . .
Difficult

Country Legend

. United Kingdom . Brazil
. India . Indonesia







CUJ-4 Find a Restaurant: Helpfulness Vs Ease of Use - By Voice

Extremely
Easy

Easy

Neither Easy
Nor Difficult

Difficult

Not At All Helpful

Not Very Helpful

Neither Helpful Nor
Unhelpful

Hotlist

Helpful Extremely Helpful

Key Observations

“There were photos, reviews, opening times and
how busy the restaurant is throughout the day.”
UK.IF

e

Country Legend

. United Kingdom . Brazil

M india

. Indonesia




CUJ-4 Find a Restaurant: Helpfulness Vs Ease of Use - By Typing

Ease

Extremely
Easy

Easy

Neither Easy
Nor Difficult

Difficult

Not At All Helpful

Not Very Helpful

Neither Helpful Nor
Unhelpful Helpful

Extremely Helpful

Country Legend

. United Kingdom

M india

. Brazil

. Indonesia

Hotlist

Key Observations

“The results were all relevant so there was no
unnecessary clicking to do further research.” UK.MJ



\
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Sports Team Scg

10 Users



CUJ-5 Sports Team Score: Helpfulness Vs Ease of Use - By Voice

Hotlist

Neither Helpful Nor
Ease Not At All Helpful Not Very Helpful Unhelpful Helpful

. @ L 4

Extremely Helpful Key Observations

“Not as expected, but in a good way. | was not
really expecting a top result with so much detailed
and relevant information, | thought | might have to
click on a link and get the information from an
external site.” UK.TM

Easy .

o.?”

Neither Easy . .
Nor Difficult

Difficult ..

Country Legend

. United Kingdom . Brazil
. India . Indonesia




CUJ-5 Sports Team Score: Helpfulness Vs Ease of Use - By Typing

Hotlist
Neither Helpful Nor
Ease Not At All Helpful Not Very Helpful Unhelpful Extremely Helpful Key Observations

Extremely
Easy

Easy

Neither Easy
Nor Difficult

Difficult . .

. India . Indonesia

47

Country Legend
[ united Kingdom [l Brazil




Find Weather 4

10 Users



CUJ-6 Find Weather: Helpfulness Vs Ease of Use - By Voice

Hotlist
Ease Neither Helpful Nor Unhelpful Helpful

Extremely ”
Easy

Extremely Helpful

Key Observations

Easy .

. India . Indonesia

49

Country Legend
[ united Kingdom [l Brazil




CUJ-6 Find Weather: Helpfulness Vs Ease of Use - By Typing

Hotlist
Ease Not Very Helpful Neither Helpful Nor Unhelpful Helpful Extremely Helpful

- xd?

“Nothing went wrong / | got the kind of result | was
= . . looking for with a query that did not take long to
¥ input.” UK.TM

Country Legend

. Brazil

. Indonesia 50

Key Observations

[ United Kingdom

M india




\

Find a Movie S

10 Users




CUJ-7 Find Movie Star: Helpfulness Vs Ease of Use - By Voice

Hotlist
Ease Not Very Helpful Neither Helpful Nor Unhelpful Helpful Extremely Helpful

e

“The search result produced list of photos | could
select from.” UK.JM

Country Legend
[ united Kingdom [l Brazil

. India . Indonesia

Key Observations

Easy




CUJ-7 Find Movie Star: Helpfulness Vs Ease of Use - By Typing

Hotlist
Ease Neither Helpful Nor Unhelpful Helpful Extremely Helpful
Key Observations
Extremely
Easy

Neither Easy
Nor Difficult

. India . Indonesia

Country Legend
[ united Kingdom [l Brazil







CUJ-8 Find Smartphone: Helpfulness Vs Ease of Use - By Voice

Neither Helpful Nor
Ease Not At All Helpful Not Very Helpful Unhelpful Helpful Extremely Helpful Key Observations

= @ ” ..
- @ 00 00 .? P
= @ o &

Difficult .

Country Legend
[ united Kingdom [l Brazil

. India . Indonesia

Hotlist



CUJ-8 Find Smartphone: Helpfulness Vs Ease of Use - By Typing

Hotlist
Neither Helpful Nor
Ease Not At All Helpful Not Very Helpful Unhelpful Helpful Extremely Helpful Key Observations

= @ e
Easy

Easy “Relevant results were shown straight away.”
UK.JP

Neither
Easy Nor . .
Difficult

Difficult .

Country Legend
[ united Kingdom [l Brazil

. India . Indonesia




Country Details







UK (English): In the User's Own Words

Hotlist

“Completely as | expected. Very, very easy. It

! / “Even better than | hoped. It tells me who scored.
straight away understood what | was asking. It The goals in the match. And it gives me a video
gave me visual representation and audio link to watch a recap of the highlights. More
representation to let it know that it had , comprehensive than | could have hoped for.”
understood what | was asking. Nice and quick

and nice and simple.” - CUJ5 (Specific)
- CUJ1 (Specific)

pecific)



UK (English): Expectations

CUSTOMER EXPERIENCE EXPECTATIONS

Satisfaction ratings, result expectations and open feedback per CUJ
for UK

: Met User Expectations

100% 100% 100% 100%
?0%

60%

CUJ 5 Sports
Score

CUJ 4 Find
Word Restaurant

CUJ1Calla
Friend

CUJ 2 Fix a Tire CUJ 3 Spell

100%

CUJ 7 Find
Movie Star

100%

CUJ 8 Find
Smartphone

| L
2[NS

Hotlist

60



Expectations - CUJ 1 - Call a Friend Specific

Expectation: Users who typed to call a friend expected the system to automatically call as in using Voice

lllustration:
G  callyag

Make a call

Jag
+447984513934

=

Actual result:
Typing did not produce expected results

User quotes:

“I am not sure if this is how it is meant to work. Because | expected it... | am not really sure.

| am confused. | am wondering why the voice command automatically dials the number
whilst the typing | have to tap (phone icon). | am not really sure.” UK.JN
View Video

“That is not exactly what | was expecting. When | typed in Call Jag. | was expecting the
Google app to automatically call Jag from my contacts list instead of just bringing up the
name and me physically having to dial it in.” UK.RS View Video

Hotlist



Expectations - CUJ 1 - Call a Friend Specific

Hotlist

Expectation: System should find contact and connect the call automatically

lllustration:

G feeding pigs | will

Make a call

Who?

G aincallatpsm

ALL NEWS IMAGES

London Waterloo - Liv
Boards - National Rail
m.nationalrail co.uk » dep» \

4
MAPS W

Q, cool 4

ALL IMAGES ~ VIDEOS  MAPS

Mobile-fnendly - The gatews =——

National Rail network. A por
travel including train compa
and promotions; train times
arrival/ departure informatic
phone.

National Rail Enquirie
contact numbers
wwwi.nationalrail.co.uk »
National Rail Contact Numb
details on train times, train ¢
connections and fare enquir

1st attempt

Cool Math Games - Free Online
Math Games, Cool Puzzles, and ...
m.coolmath-games.com

Mobile-friendly - Coolmath Games is a
brain-training site, for everyone, where logic
& thinking & math meets fun & games.
These games

Cool Math - free online cool math
lessons, cool math games & apps

vvow coolmath.com

Cool Math has free online cool math
lessons, coel math games and fun math
activities. Really clear math lessons ...

2nd attempt

CUJ1 - Call a Friend (Specific)

Actual result: Users Several users had problems with the system not recognizing what users said
across all tasks

User quotes:
Query: “OK GOOGLE CALL JOHN STEVE"

“I did not pick that word.” UK.JN View Video

Query: “call @ PsM”

“Oops, | started talking to quickly.” 2nd attempt: “That’s a fail. Let me speak slower.” 3rd attempt:
Same results as 2nd attempt. 4th attempt: Same results as 2nd. “Why is it just stopping? It does
not like the @ symbol.” UK.SM View Video



Expectations - CUJ 5 - Sports Team Specific

Hotlist

Expectation: System should display information to find the goal scorer in the search results

lllustration:

Q,  who scored in Celtics latestgar

AL NEWS  VIDEOS  IMAGES  SHOPPI)

BBC Sport - Football - Celtic
www.bbe. co.uk » sport + football + teams.

Inchades the latest news stories, results and
foctures, photo galienies, iive video, videos and
audio, .. Ray Chipolina (left) and first leg goal
scorer Lee Casciaro . Rodgers' methods good
match for Cettic.

Football - Celtic Results  Fixtures

Top stories
Ceftic 1-1 Leicester City RESULT: Foxes win
65 on penalties

Daily Mail - 1 day ag0

Celtic v Leicester LIVE scote and goal
updates from Parkhead

[b/2147055]

Q  celticlatest score

AL SHOPPING  MEWS  VIDEOS

M g you know you centalk 1o
'.l Google? Tap here to try.

4

IMAG

Champions League - Wed, 20/07 Full-time

Celtic Lincoln Red imps FC

[b/2147078]

CUJS5 - Sports Team
Actual result: User unable to find goal scorer in search results
Typed Query: “who scored in the Celtics latest game”

In three attempts, UK.IF could not get relevant search results. View Video

User quotes:
Voice Query: “celtic latest score”

“u

It doesn’t seem to want to show me who scored. | cannot find who scored in the latest
match.” UK.IF

View Video



“Wwalmartcom

Hotlist

Expectation: System would display results relevant to the user’s location

lllustration:

{5 fixaflattire bicycle )

www.walmart.com » Bike-Tire-Repair-Kit
Rating: 3.5 - 15 votes - US$7.99
Mobile-friendly - This Bike Tire Repair Kit
contains everything needed to repair a flat
bicycle tire, including a spoke wrench.
Since some ...

FlatTire Mobile Bike Service - Get
your bike fixed on the spot!
https://www flattire.nl »

Mabile-friendly - Get your bike fixed on the
spot! Flexible & Fast - Best prices -
Complete Warranty. Fix my bike h

Help & Advice | How to Repair a
Bike Puncture Guide + Video
www_halfords.com » advice » cycling
Mobile-friendly - Insert the flat end of a tyre
lever into the gap, then hook the other end

onto a spoke. Move the tyre around about
AR

Actual result: System displayed both American and UK search results
CUJ 2 - Fix a Flat (Specific)

User quotes:

Query: “fix a flat tyre bicycle”

“I think perhaps it seems to be pulling through more American results and I think that is because
of the spelling it's used for tire. It recognized my voice search as T-I-R-E. Whereas when |
searched before | used the British spelling T-Y-R-E. This time since it took the American spelling, it
brought back a lot of American results. And Walmart.com is not going to be much use to me. |
am not going to buy something from Walmart. | am going to look for Halfords because the result |
found from Halfords was useful last time.” UK.SM View Video



Expectations - CUJ 4 Find Restaurant Specific

Expectation: System would display results relevant to the user’s location

lllustrations:

restaurant tgnight

G restaurants 2 Night

ALL MAPS IMAGES

Pizza 2 Night
3reviews 3.0 mi

Pizza Delivery - Bellegrove
Rd

Pizza 2 Night CR4

3.6 ik » (9) 9.1 mi
Pizza Delivery - Upper Green
E

Pizza 2 Night
36 whRy (5
Pizza Takeaw
Rd
Casual - Deliv

crowd

[b/2147227]

U

SHOPPING

>
MORE INFO

>
MORE INFO

>
MORE INFO

Actual result: System displayed search results from other countries

User quotes:

Query: “restaurant tonight” UK.SM

“Google itself is giving me suggestions but they are far away from me. They are all quite far away

from me still. Whereas in the OpenTable app | had ones that were very close to me. So there is
not a way to refine what it has given me.”

2nd attempt: She changes query to “restaurants near me tonight” System did recognize the query.
Then changed it. “It looked like it had recognized it the word tonight then it still put in 2 then night.

And this time it has given me completely strange results — in Denmark the first result. It is looking
for something with “2 Night” so something in Denmark. Something in Malta. Something in
Liverpool. So obviously something completely unhelpful.”

View Video

Hotlist



Stats for Specific CUJs

Hotlist

Pass & Fail # of Bugs Reported

M Pass with no issues M Pass with issue ¥ Fail
10 10 10 10

cuss
cul7
cule
CcuJs
cula  # of Bugs Reported
culs
Ccul2

cus1

Cuj1 Cul2 Cuis Culé4 Cuis cCule cul7 cuss 0 05 a 15 2 25




CUJ 1 & CUJ 2 (Specific)

Call a Friend

Fix a Flat
in-Search-Queries

10

9

8

7

6

5

4

-

]

-

i

Problems with Typed Query Problems with Typed Query

Words Used
10
9
8
7
6
5
3
3
2
1
[v]
Flat Fix Bicycle Howto Repair Bike Step by DIY
Step

Information to Decide What Page to Visit

10
9
8
7
6 -
5
4
3
2 4
14
o

5 A 2 o P & & &
‘\59 & & & L F & &

N ‘_o‘e AN & o o A
F o 8 & & & F

& © ¥ 2 < &

& K a° &

® < N3

-6°¢' &
&

Hotlist



CUJ 3 & CUJ 4 (Specific)

Hotlist

Spell Word
Restaurant
Words Used in Search Queries Words Used in

10 i

9 9

& 8

7 7

6 6

s s

4 4

3 4 3

2 "; I 2

£ 1

ol | , . Il N 0 ‘ , I

<word> speli{ing)  How doyou (1) <word> Define <word> Restaurant Specific location Location qualifiers Kids friendly
<word> spell <word> speli(ing) like near, n;avrbv or
close

Information to Decide What Page to Visit

10 A
°]
o
8]
7
‘]
5]
‘]
: ]
2]
1
& &




CUJ 5 & CUJ 6 (Specific)

Hotlist
Sport Teams Weather

Words Used in Search Queries Words Used in

Search Queries
<team Score Game  Latest Last Results Soccer Football 3 T I T I T . T E

name> Weather Tomorrow What is Forecast London

-
(=]
-
o

QO = N W A UV O N B W

O = N W A U O N B W




CUJ 7 & CUJ 8 (Specific)

Movie Star
SmartPhone

Words Used in Search Queries

10

9

8

)

6

5

e

3

2 4

o] . Il
Photos of <name> <name>images Pictures of <name> in
<name> <name> movie title

Words Used in

=
o

O H N WAREULO N W

Information to Decide What Page to Visit

10

9

8

7

6 -

5 |

a

3 1

7 4

3 e

ol I
Brand &  Review bv Word of Techmcal Customer
Model Trusted Mouth Specs Service

Source

Hotlist



Thank You
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What “Success” Looks Like in CUJs: 1 Call, 2 Fix A Tire, 3 Spell a Word

O v.duilse

Divya R Bhat
ToEEa +91 78294 36683

b

a Call someone in your contacts

Ive literally taught 6
year old kids this EXACT
technique...

How to repair fix a flat bicycle v
tyre puncture in 3 minutes.

249,768 views

1 570 ;22 A [+ )

& dUﬂ?n”de’r B8 Subscribe
200,¢ yscribers

Up next Autoplay
Y How To Fix A Punctured
L2 M Bicycle Tube
DiscountRamps.com
288K views

How To Remove The Rear +

Wheel of a Bicycle
 cjhoyle

€ U4 Meaning

MEANING  DEFINITION

ag] = ANIMAL
RE!
ANIMAL

MY Q& UTerq uer § |

Cow is a pet animal .

SIMILAR WORDS

e Fix a Tire

e Spell a Word




What “Success” Looks Like in CUJs: 4 Find Restaurant, 5 Sports Score

zomato

Indore Restaurants

4 Filters

Banana Leaf
Malhar Mega Mall, Vijay Nagar

Call

Mangosteen Cafe
New Palasia

5 Q

° Find a Restaurant

uf3, 18/6
§ 170/6 168/6 &)
(20) (20) ]}-’-
ZIM IND
ZIM 2 T & Sftar
A2037%F 1 (ZIM, 1-0F )
forarad WA ARER
T aeeramh
qeeraTal R B 4s  6s S/R
. Rvman 20 19 3 0 10526
b Rishi Dhawan
Q. HATRTEET 25 15 1 3 166.67
¢ MS Dhoni b Jasprit Bumrah
. Hgrant 0 4 0 0 000

° Get Score of your Favourite Team



What “Success” Looks Like in CUJ: 6 Weather, 7 Find Movie Star, 8 Find

&2 29 [ 22°

weather.com

I T J9H - g yRa &
foTT AccuWeather ...

www.accuweather.com » weather-forecast
Hre: 39T Wiei | Ugd UF 87 BT aaT H
w1 . fareRa wte & gatgae

e Find out the weather for tomorrow

inextlive.jagran.com

Higuiieer # g W4 @ ...

B mwam < R

T
S

a Find your favorite Movie Star

e Find a Smartphone to Buy




Participant information - United Kingdom

P1 P2 P3 P4 P5 P6 P7 P8 P9 P10
Samsung
. Motorola Motorola Samsung
I\Dﬂi‘c’;gf xlc:";:f;”e Motorola E  |Moto G 1st  |Moto G 1st  |Moto G Galaxy Sl ;Z;fone , Zaar;;i“”g , ﬁi:glj ° zzgi“”§6
Generation |Gen XT1032 GT-19305 y y
G800F)
RAM 512 MB 1GB 1GB 1GB 1GB 2 GB 3 GB 2 GB 1.5GB 3 GB
xr‘irig'nd Android 4.4.2|4.4.4 5.1 5.1 5.1 Android 4.4.4|5.0.1 3GB 5.1.1 Android 5.1.1
GSA Version 6.1.28.16.ar [6.1.28.16.ar |6.1.28.21.ar |6.1.28.21 6.1.28.21 6.1.28.16 6.1.28.21x86 6.1.28.21.ar |6.1.28.21.ar |6.1.28.21.ar
m m m .arm .arm arm m m m64
Smartphpne 201§or 201?>or 201§or 2014 or later 201§or 2014 or later 201§or 201§or 201§or 201?>or
ownership |earlier earlier earlier earlier earlier earlier earlier earlier
ﬁt\ggzt:e 245 MB 791 MB 759 MB 6.57 GB 6.72 GB 2.84 GB 2553GB  |2.33GB 532GB  |4.15GB
Gender Female Male Male Male Female Male Female Female Female Male
Carrier/ Wi |\i_y Wi-F Wi-FI Carrier Wi-F Carrier Wi-FI Carrier Carrier Carrier

Fi
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1 This slide to be replicated for all countries, all participants +twilkinson@applausemail.com
Abhilasha Rao,

1 Done
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United Kingdom - Visual Scorecard

Key Call Outs

e UK had many users response

A Very Helpful that taSkS were EXtremer

UK Ease of Use vs Helpfulness

B Easy
> B Helpful ’ * o .
3 ) s . ! s e UK data looks like an Arrow
E N pointing towards the top right,
Neit H -~ g '
% C norUnhelpfu g 2 e ® . showing a possible
K g | relationship between ease of
$ 2 - ] ] <]
use and helpfulness
D Unhelpful 3 &
0
0 1 2 3 4 5
E Very
Unhelpful Ease of Use
Extremely Difficult Neither Easy Extremely
Difficult Difficult Nor Easy
Easy

Ease of Use



