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Introduction 
 

A usability test is a method of evaluating a product by testing it on users. A classic 

method would require the usage of a usability lab with a strictly controlled 

environment. A contextual interview is a method that researchers use to watch and 

listen as users work in the user’s own environment, as opposed to being in a lab. 

Contextual interviews tend to be more natural and sometimes more realistic as a 

result. They are also usually less formal than lab tests and don’t use tasks or scripts.  

 

After analyzing the most basic use cases of Willow Connect, also considering current 

limitation due to Covid-19, I decided that a combination of classic usability test and 

contextual interview is needed to provide more information about 1. the actual 

usability of the interface and 2. users’ actual requirements for their real-time working 

scenarios. 

 

The test of the product involves a group of eight participants, all of whom are 

targeting users of the application. A group of this size is a sufficient sample size to 

inform us about the performance of the interface.   

 

After thorough preparation, the test was conducted between 11/16/2020 and 

11/20/2020 through Zoom.  
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Key Hypotheses 
 

After the initial analysis of the interface of {Name of product} we came up with three 

hypotheses that we wanted to test during further research: 

 

H1: Users will have issues with navigating through the UI. 

H2: Several UI elements are hard for users to understand the functions of them. 

H3: Users will need more features to meet the requirements of their daily work. 

 

Based on the hypotheses mentioned above, I have come up with four use case 

scenarios, two working requirement related questions, six tasks related follow-up 

questions, and five Willow Connect impression questions that were the foundation of 

the testing script. 
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Goals 
 

Goals of the conducted test/interview: 

1. Through a series of iterations, we will improve the easiness of navigation 

through the platform. 

2. Through a series of iterations, we will make UI elements’ meaning and 

function clear and easy to understand. 

3. Through a series of iterations, we will cover features we are missing now that 

can ensure users’ success when performing their daily works. 
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Participants 
 

All recruited participants are working financial advisors. The selection of users was 

random. In the final group of participants, there were 3 women and 5 men with an 

age range of 30-60 years old. The table below presents the details.  

 

 
 

 

 

 

 

 

 

 

 

 

Gendar Age Group Co City Co State Type of FA # yrs as FA # Clients AUM

Male 30's Needham MA IAR/RIA 5-10 200 $34M

Female 40's Boston MA IBD 15+ 40 $25M

Male 40's Scottsdale AZ RIA 15+ 75 $100M-$249M

Female 60's Chatham MA IAR/RIA 10-15 100 $12M

Male 30s Needham MA RIA 16 415 $65M

Female 20's Newton MA IAR/RIA 3-5 85 $35M

Male 50s Cambridge MA RIA 10-15 100 $250M-$499.9M

Male 50's Shrewsbury MA IBD 15+ 515 $88M
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Methodology 
 

The usability test consisted of an introduction, a short interview, 4 tasks followed by a 

post-test questionnaire for each of the tasks, and a post-test questionnaire for the 

product. I instructed the participants to think out loud and share their thoughts with 

me throughout the test.  

 

Sessions were performed on an individual basis with each session lasting 

approximately 30 minutes. Based on patterns identified from the first 4 users, a few 

alterations of questions were made. Following the last session, qualitative and 

quantitative data were analyzed and summarized and recommendations for the 

redesign were made. 
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Interview Questions & Tasks 
 

Working requirement related questions: 

1. If you can name the 5 most important key features you need to use in your 

daily work, what would they be? (example: video call)  

2. We heard financial advisors are having issues with the integration of their 

work. Did you face any similar challenges in your work? The integration 

between what software bothers you the most?  (example: after creating a 

meeting in Zoom, you need to copy it and go to Gmail to send the invitation) 

 

Tasks: 

1. Imagining you just got a new client, and you need to add this person into the 

system. What would you do? 

2. You are planning to meet with your client next Tuesday at 3 pm. Could you 

schedule this meeting in the system? 

3. After you schedule the meeting, your client texted you saying she will not able 

to meet on Tuesday at 3 pm anymore, and she would like to reschedule the 

meeting to Wednesday at 9 am. What would you do to make this change in the 

system? 

4. If you go to the prospects page, you may notice different prospects are at 

different deal stages. Now you feel like you want to create a new stage that can 

better describe your prospect’s current situation. How would you do that? 

 

Follow-up questions for the tasks: 

1. How do you feel about this task? Is it hard or easy to do? 
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2. During the process, were you expecting anything different? 

3. Did you feel confused about any part? 

4. Are you satisfied with the process you just had? 

5. How you are currently performing this task when you are working? 

6. Compare the way you use Willow Connect to do this task with how you are 

currently doing it in your real working scenario, what you like and dislike 

about Willow Connect? 

 

Willow Connect impression questions: 

1. Overall, what’s your experience been with Willow Connect? How do you feel 

about this experience? 

2. Do you like how information and features are laid out? 

3. If you could change one thing about the application, what would it be? Why? 

4. Do you think the current platform can help you with most of your work? If 

not, what is missing? 

5. Use a scale of 1-10, how likely will you refer this application to others? Why or 

why not? 
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Results & Recommendations 
 

In this section, I will summarize all the errors, confusions, and important takeaways I 

observed, heard and analyzed from the eight sessions. I marked these items with 

different severity levels. The severity level standard can be found below. I will 

provide recommended changes to the design after each of the items. Different colors 

of recommendations also mean different severity levels. 

 

 
 

1. Participants were having issues finding useful information/features. 

• (3)The convert prospect to client button is on the client detail page. 

Participants need to open that page and perform the conversion work, 

which takes extra time and clicks. 

• (4)When trying to change a prospect from one stage to another stage, 

participants couldn’t find out they need to drag and drop the prospect 

directly. They were also expecting to have this option on the prospect 

detail page, but currently, they can’t switch a prospect’s stages status on 

that page. 

• (4)The meeting page has a reschedule 

option but it’s in gray and the font is very 

small so it’s very hard to be seen.  

Severity level
0. I don't agree that this is a usability problem at all
1. Cosmetic problem only: need not be fixed unless extra time is available on project
2. Minor usability problem: fixing this should be given low priority
3. Major usability problem: important to fix, so should be given high priority
4. Usability catastrophe: imperative to fix this before product can be released
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Participants also don’t understand the purpose of the more information 

button.  

 

Recommendation: Financial advisors need to perform their tasks quickly. The convert 

prospect to client feature can be added to the pop-up window after clicking the 

actions button, or it can be added to the prospects page.  

 

For features like drag and drop to change prospect’s stages, it’s 

very convenient but users need some hint to know it’s 

existing. Making the prospect stage editable is another way to 

help users to perform this task.  

 

For the reschedule meeting process, delete the session details page and show the 

meeting detail directly, or make the reschedule button more clear and allow editing 

start time directly (see item 2 behavior 2). 

 

2. Participants were misled by current UI elements: they think something should 

work in a certain way, but it’s not working the same way as they expected. 

• (4)Participants were trying to use the action button to switch 

prospect to client, but the action button only 

allows them to archive the prospect. 

• (4)When performing the reschedule meeting 

task, participants tried to click on the start 

time and change the time directly, but it 

wouldn’t allow editing the time.  
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Recommendation: Users established certain behavior habits when they use other 

applications. For example, we always go to the top right corner to find the login 

button or our account. Instead of trying to change these habits, use them in the 

design, so users will feel familiar and comfortable using our application. 

 

In this application, assign useful features to the actions button, and make the session 

details editable would help users to perform the tasks as how they always do. 

 

3. Participants weren’t expecting something that the platform asks them to do. 

• (4)When rescheduling meetings, participants have to enter the meeting 

name and description again, which makes them frustrated. 

• (2)When creating a new contact, both email and phone number are 

required. In real life, a financial advisor might not have both 

information available when creating a new prospect. 

• (2)Participants were confused about the end time requirement when 

creating a meeting. In real life, they wouldn’t set an end time since they 

are not likely to ask their client to leave if “time is up”. 

• (1)Some participants don’t like the way they have to use the clock to 

select a meeting time.  

 

Recommendation: A good design should become a user’s good assistant. It should 

remember things for the user instead of asking the user to remember these things and 

tell the application again and again.  
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The reschedule meeting page should keep all the existing information about the 

meeting.  

 

For the creating new contact process, don’t require users to enter both email and 

phone, but provide options of different information users can add. (phone number, 

email, DOB, assets, goals, age….see item 4, behavior 2).  

 

Flexibility is always the key: give users the options and don’t push them to do 

something. Don’t ask users to put in an end time if they don’t want to.  

 

4. Participants were expecting more from the platform. 

• (3)Participants think the current platform wouldn’t allow them to see 

real-time client accounts information. For clients who have multiple 

accounts, participants don’t know how this platform can show 

information on each of the accounts separately, nor how is one specific 

account is performing today. Current financial data are the ones 

financial advisors need to get from the client, but they also need to 

provide real-time information to clients.  

• (4)When creating a new prospect/client, participants want the option to 

choose and add useful information about that person (DOB, address, 

marriage status, beneficiary, SSN, goals…), and they want to see some of 

the basic information directly on the list page. 

• (4)Participants need a document management tab to save 401K 

statements, insurance documents, and more. 
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Recommendation: These issues are related to how financial advisors are performing 

their works in real life. Add these features or information to the platform so it can 

cover their daily work.  

 

Instead of having an income statement, balance sheet, and saving goals tab under the 

finances section, provide a bridge that can access different accounts and pull 

information from these accounts. 

 

Provide options to users with different information they can add to when they create 

a new prospect/client. 

 

Provide a document management tab. 

 

5. The platform still has so many opportunities to help users to do their work 

easier. 

• (1)Since financial advisors need to deal with so many people and tasks, 

having “daily tasks” or any reminder section can help them with 

tracking the tasks and not missing any opportunities. 

• (3)Some of the frequently used features should be 

available on the most convenient page: the schedule 

a meeting function should be available beside the 

client name on the client list page (Can be 

added to the actions button) as well as on the 

client detail-meeting page.  
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• (1)A “portfolio” tab might be helpful: a financial advisor may have 

several of his/her portfolios that help the clients to do investments. 

When they try to do anything about one of the portfolios (for example 

close the portfolio), it would be helpful to see what clients are in there. 

• (4)When scheduling a new meeting, the same period can be booked 

twice.  Users might accidentally book meeting with two clients at the 

same time.  

• (3)The current creating meeting process involves too many clicks and 

takes a very long time.  

• (2)Most advisors only focus on the local clients so there is no need for 

them to select the time zone of a new client every time.  

 

Recommendation: These are opportunities we can consider or improvements we can 

make to current features. 

 

The current platform is not considerate enough. Financial advisors don’t want to 

switch between pages to find the feature they need. Add the schedule meeting button 

beside a prospect/client’s name will make this task more efficient.  

 

Have a pop-up notice when users have conflict when they try to schedule a new 

meeting. 

 

Improve the create meeting process and decrease the clicks: on the meeting calendar 

page when users click on a time cube, instead of popping out the creating meeting 

page, do a pop-up window that only asks who to meet and the topic of the meeting. 
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6. My observation and suggestion from the experience I had with Willow 

Connect 

• (3)Contacts are not listed alphabetically. There is no way for users to 

search for a person directly. If users want to quickly find a person, they 

will have a hard time doing it. 

• (1)After users create deal stages and click save, the page wouldn’t jump 

back to the prospect page. Users need to click again, which is extra. 
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Notable Quotes 

 

“Anything that takes too much of time is wasting my time. If it can’t do it, I wouldn’t 

let it bother me again” 

 

“As us constantly at different places, how’s that going to feed in real-time 

information? So this is fine as a CRM, but we need something more than a CRM” 

 

“I mean, honestly, this can be used for any type of services like a dental office or 

doctor’s office, not just for finance.” 

 

“Where is the social security number? Where is the date of birth? How do I add this 

information? ” 

 

“Say if a client calls me, I need to quickly pull out his information and let him know 

what happened with his account today. Nothing here I’m able to see that.” 

 

“I just received a real email! This is cool.” 

 

“It doesn’t have everything attached to it. On my current platform, when I log in to a 

website, I can pick up everything ” 

 


