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Purpose  of system Human Resource Software 

Å Integrates employee management for hiring/benefits/payroll/leave/termination

Å Stores/updates employee and position information for HR managers

Business Context

Å The Kronos Human Resource Software has been on the market for several years

Å User  research is to inform the next version 

Å Current redesign is not motivated by customer complaints

Å But increasing competitive pressure and steep learning curve are issues

Å As a commercial software vendor, Kronos seeks to achieve the following goals:

ï Improve reputation for buyers

ï Increase sales

ï Increase customer loyalty

Background
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Background, continued
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Background, continued
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Goals
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Å Customer Goals

ï Reduce training costs

ï Reduce support/help desk calls

ï Reduce user time spent researching solutions

ï Reduce unrecognized errors that cause additional work

Å Study Goals

ï LǎǎǳŜǎ ǿƛǘƘ ǘƘŜ ǎȅǎǘŜƳΩǎ ŜŦŦƛŎƛŜƴŎȅ

ÅAre participants able to search and locate information quickly?

ÅAre participants able to initiate desired workflows?

ÅAre participants able to understand the functions of features?

ï Identify problems with ease-of-use for the user

ÅCan participants quickly take advantage of all productivity features available through the 
software?

Å Is the system terminology familiar to users?



Testing Protocol
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Methodology

Å 1 pilot session; 8 Human Resource professionals participated in the study and were recruited from 
the Boston area [see Appendix A for demographics].

Å Each sessionlasted roughly one hour and was conducted over 3 days [November 6-8, 2008]

Å 6 sessions were conducted in the usability lab at Bentley DUC in Waltham, Massachusetts, 2 
remotely

Å Study participants were asked to use the Kronos system to complete common HR tasks 

[see Appendix B for details on tasks]

Å Participants were asked to think aloud as they went through the tasks

Å All participants received an incentive

Å Task time, success rate, error counts, and task ease-of-use rating gathered  for quantitative data

Å Sessions were videotaped and recorded using Morae software

Data Collected

Å Demographic information

Å Site and task ease-of-use, and overall satisfaction [see Appendix B for participant commentary]

Å Performance metrics:  time-on-task, task success, error counts

Å Usability issues observed during testing



Testing Protocol, continued
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Tasks

Å Task 1: Logon, review the landing page

ï LƴǘŜƴŘŜŘ ǘƻ ƎŜǘ ǘƘŜ ǳǎŜǊΩǎ ŦƛǊǎǘ ƛƳǇǊŜǎǎƛƻƴ ŀōƻǳǘ ǘƘŜ ƭŀȅƻǳǘΣ ŀƴŘ ŎƻƴǘŜƴǘ ŀǾŀƛƭŀōƭŜ

Å Task 2: Look up a salary for an open requisition

ï This task is an example of a look up request, which is typical for HR administrators

Å Task 3: Retrieve information for a specific employee

ï Similar to the previous task, but includes retrieving information hidden below the page fold

Å Task 4: Return an employee from leave of absence

ï Workflow task, involves completing multiple steps, some required, some optional

Å ¢ŀǎƪ рΥ wŜǘǊƛŜǾŜ ŀƴ ŜƳǇƭƻȅŜŜΩǎ ǇǊƻŦƛƭŜ

ï Reporting task which presents a read only display that has some collapsible sections

Å Task 6: Retrieve profiles for all employees reporting to one manager

ï Similar to the previous task, but the user must look up multiple people



Executive Summary
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Å Participants found the software very useful, often commenting on its comprehensiveness.

ï Impact: Reduce training costs

Å Participants from small companies [less than 50] were more likely to work alone in HR, without 
support from other staff or IS. 

ï Impact:  Reduce user time spent researching solutions

Å Participants struggled with system oriented terminology [Tree, Pending].  Participants had trouble 
with the inconsistent use of HR terms.

ς Impact:  Reduce support/help desk calls

Å Participants reacted positively to the Tree navigation structure, however they made a significant 
amount of navigation errors.

ï Impact:  Reduce user time spent researching solutions
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Å Participants had difficulty understanding the capabilities of the Find box.  

ï Impact: Reduce training costs

Å Multi-step workflows were frequently misunderstood as a single step by participants.

ï Impact:  Reduce unrecognized errors that cause additional work

Å Participants found the system did not match their workflow mental models [start with an employee 
and perform an action on the employee, or begin with an action and then select an employee]. 

ï Impact:  Reduce unrecognized errors that cause additional work

Å Participants had difficulty completing tasks involving actions with multiple employees.

ï Impact:  Reduce user time spent researching solutions

Executive Summary, continued

Bentley University Fall 2008



Positive Findings
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Å tŀǊǘƛŎƛǇŀƴǘǎ ŎƻƳƳŜƴǘŜŘ ƻƴ ǘƘŜ ǎȅǎǘŜƳΩǎ ŎƻƳǇǊŜƘŜƴǎƛǾŜƴŜǎǎ ŀƴŘ ǊƛŎƘƴŜǎǎ ƻŦ ƛƴŦƻǊƳŀǘƛƻƴΦ

ά! ǘƻƴ ƻŦ ƛƴŦƻ ƛƴ ǘƘƛǎΣ ƛǘΩǎ ƴƻǘ Ƨǳǎǘ ǇŀȅǊƻƭƭ ŘŀǘŀΣ ǘƘŜǊŜΩǎ ŀ ƭƻǘ ƻŦ ǿƻǊƪ ƘƛǎǘƻǊȅΣ ƛƴŦƻ ƘƛǎǘƻǊȅΣ ǊŜŀƭƭȅ ƎƻƻŘά ώtпϐΦ 

ά²ƻǿΗ  ¢Ƙƛǎ Ƙŀǎ ŜǾŜǊȅǘƘƛƴƎΗέ ώtсϐΦ

Å Nearly all participants found the application to be valuable for their current tasks.

Å {ƻƳŜ ǇŀǊǘƛŎƛǇŀƴǘǎ ǾŀƭǳŜŘ ǘƘŜ ǎȅǎǘŜƳΩǎ ŀōƛƭƛǘȅ ǘƻ ǿƻǊƪ ǿƛǘƘ ŀ ǎƛƴƎƭŜ ŜƳǇƭƻȅŜŜ ŀŎǊƻǎǎ ƳǳƭǘƛǇƭŜ 
screens.

άL ƭƛƪŜ ǘƘŀǘ ƻƴŎŜ ȅƻǳ ƎŜǘ ŀƴ ŀǊŜŀΣ ȅƻǳ ƘŀǾŜ ǘƘŀǘ ǇŜǊǎƻƴΣ ȅƻǳ Ŏŀƴ ƳƻǾŜ ŀǊƻǳƴŘέ  ώtоϐΦ

Å Participants liked and recognized the Tree as a means of navigating the system.

άL ƭƛƪŜ ǘƘŜ ǘǊŜŜ ǾŜǊǎǳǎ ŀ ƳŜƴǳ ǎǘǊǳŎǘǳǊŜέ ώtмϐ

ά L ƭƛƪŜ ǘƘŜ ƭŜŦǘ ǎƛŘŜ ώ¢ǊŜŜϐ ōŜŎŀǳǎŜ ŜǾŜǊȅǘƘƛƴƎ ƛǎ ŀƭƭ ƛƴ ƻƴŜ ǇƭŀŎŜέ ώtнϐΦ  

άIŀǾƛƴƎ ǘƘƛǎ ƻƴ ǘƘŜ ǎƛŘŜ ŀŎǘǳŀƭƭȅ ǿƻǊƪǎ ǿŜƭƭΣ ƛǘ ǊŜƳƛƴŘǎ ƳŜ ƻŦ ŀƴ ƛƴǘŜǊƴŀƭ ŦƛƭŜ ŜȄǇƭƻǊŜǊέ ώtуϐΦ



Detailed Findings
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Usability Priority Ratings

Each finding has an associated usability priority rating based on how long it took the participant to 
perform the task, how far off course the participant went, and whether the participant completed the 
task correctly within the specified time frame.  

The rating scale is as follows*:

HIGH Participants were unable to complete or had severe difficulty completing the  task.  

MED Participants were able to complete the task but had significant difficulty.  

LOW Participants had some difficulty completing the task.

Bentley University Fall 2008 13

*Adapted from the Usability Priority Rating of the Design and Usability Center, Waltham, MA



Navigation
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HIGH Some participants expressed frustration at not being 
able to laterally expand the Tree to see truncated 
text.

[Video on Slide 16].

ά!ƴƴƻȅƛƴƎ L ŎŀƴΩǘ ǎŜŜ ŜǾŜǊȅǘƘƛƴƎά ώtтϐΦ

άLǎ ǘƘŜǊŜ ŀ ǿŀȅ ǘƻ ƳŀƪŜ ǘƘƛǎ ǿƛŘŜǊΚέ ώtнϐΦ

HIGH Many participants had difficulty determining their 
location within the system and navigating within the 
depths of the Tree.  

άL ƘŀǾŜ ǘƻ Ƙǳƴǘ ŀǊƻǳƴŘέ ώtоϐΦ

MED Some participants did not recognize that data 
screens were scrollable, and were unable to retrieve 
necessary information.



Navigation, continued
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Recommendations

1. Consider allowing the user to resize the Tree horizontally 
to see all text. 

2. /ƻƴǎƛŘŜǊ ƛƴŎƭǳŘƛƴƎ ŀ άƘƻƳŜέ ŦŜŀǘǳǊŜΣ ǿƘƛŎƘ ǊŜǘǳǊƴǎ ǘƘŜ 
user to a starting state. 

3. Consider using a more contrasting color to highlight text 
within the Tree so that users are aware of their location 
within the system.

4. Consider adding cues on scrollable pages that will 
demonstrate to users there is more information on the 
ǇŀƎŜΣ ǎǳŎƘ ŀǎ άaƻǊŜΧέ

15
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Expanding the Tree
duration:[00:40]
Left_Nav_Scrolling

άLΩƳ ǘǊȅƛƴƎ ǘƻ Ǉǳƭƭ ǘƘŜ ǘǊŜŜ ǎƻ L Ŏŀƴ ǊŜŀŘ ǘƘŜ ǊŜǎǘ ƻŦ ǘƘŜ ǇƛŜŎŜǎ ǘƘŜǊŜΧέ

άLǎ ǘƘŜǊŜ ŀ ǿŀȅ L Ŏŀƴ ƳŀƪŜ ǘƘƛǎ ǿƛŘŜǊΚέ



Visual Cues
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HIGH Most participants had difficulty locating cues, such 
ŀǎ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ ƴŀƳŜ ǘƘŀǘ ǿƻǳƭŘ ŀǎǎƛǎǘ ǘƘŜƳ ƛƴ ŀ 
user-initiated workflow.
άΧL ŘƻƴΩǘ ƪƴƻǿ ǿƘȅ L ŀƳ ǎǘƛƭƭ ƻƴ ǘƘƛǎ ŜƳǇƭƻȅŜŜέ ώǘƘŜ 

participant did not notice the name in the corner] [P2].

HIGH Nearly all of the participants did not recognize the 
blue bar at the top as a part of the system.  

MED Most participants had difficulty displaying additional 
information on a screen, for example participants 
did not expect the blue arrows to reveal more.

[Video on Slide 19].

MED Most participants did not see the Find button in the 
top blue bar.


