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Project Overview

Click Here to view the Research Plan
Click Here to view the Redacted Phase 1 Research Report

Click Here to view the Phase 2 Research Report.
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Vocabulary
Perceptual Bandwidth: Psychology term for the schema created in a user’s mind when they view the elements of a 
web page, determined by the type and number of sensory channels activated by the media.

Task Closure: The confirmation of the complete transmission of the intended information or message.

User Interface (UI): The means by which the user operates a web page or application.  

User Fatigue: The phenomenon that a user quickly loses the interest on the recommended item if the same item has 
been presented to this user multiple times before.

Qualitative Data: Information not easily expressed using numbers.

Quantitative Data: Information that is easily expressed using numbers.

In-Depth Interview (IDI): a qualitative research technique that involves conducting intensive individual interviews 
with a small number of respondents to explore their perspectives on a particular idea, program, or situation.

System Usability Scale Survey (SUS): a simple survey that provides a high-level score for the usability of a product.
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Study Details: Sessions 1-5
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Qualitative + quantitative data = 

Intimate depiction of how effectively  a digital 
solution meets user desires and needs.

● Moderated usability testing (Sessions 1 & 5)

● Unmoderated usability testing (Sessions 2-4)

● In Depth Interviews

● System Usability Scale Surveys

● Analysis of qualitative and quantitative data 

Why UXR? What was done?

#


Study Details: Sessions 1-5
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● Are users inherently understanding what is 
expected of them on the Take Redacted page?

● What pain points exist for users following the 
Redacted workflow?

● Is the video content meeting user desires and 
needs?

● What pain points exist when onboarding and 
navigating the entire UI?

● Phase 1 Research Questions
● How do users prefer to respond to each other?
● How many videos are users willing to do per week?
● What do users enjoy about the Redacted platform?

Phase 1: Sessions 1-2 Phase 2: Sessions 3-5

Research Questions

#


Study Details: Sessions 1-5 Methodology
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Usability Test Workflow

 Scheduled testing and received User Guide 

 Onboarded via email

 Observed and recorded completing study prompts
Moderated = recorded by moderator (1 & 5)
Unmoderated = recorded by user (2-4)

 Engaged with a System Usability Scale Survey (SUS)

 Sessions 1 & 5: In Depth Interviews in addition to SUS

 

Sessions 1-5 employed 
open-ended study 

prompts to encourage 
users to interact with 

the Redacted platform.

#
https://sites.google.com/reeaglobal.com/latchuxr/home


Primary User Journey Assessed
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Sessions 1-5

Login → View Video → “Redacted ” → “Redacted ” → Continue → Activity Feed/Track Progress → Journal → Log 
Out

#


Study Details: Session 1 Participants
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11 Total Users 

● 10 via HubUX

● 1 via internal survey

Race/Ethnicity

● Asian (2)

● Black or African American (2)

● Hispanic/Latino (2)

● White (2)

Gender

● 6 Men

● 5 Women

All 11 users were retained from Session 1 to Session 5!

#


Study Details: Data Collected
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Qualitative Data 
 User feedback during prompt completion
 In Depth Interview responses
 Open-ended System Usability Scale Survey responses
 User click path observations & annotations

Quantitative Data
 System Usability Scale Survey responses (Likert Scale)
 Task completion rates

 

Repeated measures questions were included in both the In-Depth Interviews and 
System Usability Scale Surveys to mitigate bias and ensure honest feedback. 

#


Study Details: Session 1 Limitations
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Corrupted Recordings: 3 of the 11 Zoom recordings failed to save 
during Session 1, resulting in re-recorded In Depth Interviews. 

8 of the 22 user recordings from unmoderated testing were also 
unavailable for observation - users supplied qualitative feedback via 
self-led interviews to validate their survey responses for the missing 
screen-recordings. 
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Study Details: Data Analysis
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1. Interviews and interactions recorded

2. Transcribed, annotated, and tagged

3. Observations and themes isolated

4. Insights and recommendations

#
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Theme 1
Navigating Redacted’s user interface..

Theme 2
Engaging with Redacted’s features..

Theme 3
Usability of the Redacted  Page..

Sessions 1-5: Themes

#


Themes, Insights & Recommendations
Sessions 1-5

PREPARED BY: Zeila Hobson, UX Researcher
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User Personas
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● Product/Project Managers

● Recruiters

● Delegate tasks

● Cross-functional teams

● Engaged with study 

● Entry-level

● Non-administrative

● Receive Tasks

● Engaged with study

● Independent contractor

● Non-administrative

● Not engaged with study

Manager Worker Bee Slacker

#


Sessions 1-5: Prompt Completion

}

#


Sessions 1-5: System Usability Scale Survey
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}

~49 68
Average System 

Usability Score for 
Sessions 1-5

Average System 
Usability Score 

(Global) 

Source: MeasuringU

#


Sessions 1-5: System Usability Scale Scores
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}

#


Sessions 1-5: Prompt Completion vs SUS

}
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What went well?

Based on the theme that the majority of users agree that Redacted’s features are 

accessible, self explanatory and able to be learned quickly, an insight is that the UI is 

generally perceived as intuitive and user-friendly.
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User A
Session 1

User F
Session 4

User D
Session 5

User B
Session 5

#
https://docs.google.com/file/d/1THprhQOmargpQ2c9AVutUU0Mo6d_obEr/preview
https://docs.google.com/file/d/1fecnYnMxZzEGoyMn2wtaTIcV6ex9xxm0/preview
https://docs.google.com/file/d/1-ZDTWiEqi_K_ot6DG0vLdC_2ARiKuT8m/preview
https://docs.google.com/file/d/1X-ZsmGbRtaMXs9SRMoOST5sUyqNRKz1e/preview


Theme 1: Navigating Redacted..
User Interface

 User Interface & Product Offering: 
○ Users remained confident operating the platform from Session 1 to Session 5
○ User  reports of  being stuck on certain pages persisted from Session 1 to Session 5. 
○ Users became more confused about the platform’s concept over time.

 
 Web Page Redundancies: 
 

○ Users noted that the the Track Progress, Journal and Activity Feed are conceptually similar.
○ The Track Progress icon routed users to the Journal Page

20
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1 = Strongly Disagree, 5 = Strongly Agree

Survey 1 Survey 5

Theme 1: Navigating Redacted..
User Interface

#
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1 = Strongly Disagree, 5 = Strongly Agree

Survey 1 Survey 5

Theme 1: Navigating Redacted..
User Interface

#
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User D
Session 1

User I
Session 2

User G
Session 5

User J
Session 5

Theme 1: Navigating Redacted..
User Interface

#
https://docs.google.com/file/d/1XPmRRH1ep0FIFk4Obebzwf6tntcjaU9U/preview
https://docs.google.com/file/d/1TMiByjq-n9hFv3rNmj_b4ieK5svl3ezX/preview
https://docs.google.com/file/d/1iBaVnnp3WtojAdWRneOSDNpzDA8YZUfw/preview
https://docs.google.com/file/d/1JWkf3ETid3UoIP4HN8UJn-Vc39Dlys7r/preview
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User K
Session 5

Theme 1: Navigating Redacted..
Product Offering

#
https://docs.google.com/file/d/1PMRternED7mZzRt_g35fBIyJTUsemPkY/preview
https://docs.google.com/file/d/1ihCqcKsgO1kTGDq1w-nFkurt0WvW1g5e/preview
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User C
Session 5

User G
Session 1

Theme 1: Navigating Redacted..
Product Offering

#
https://docs.google.com/file/d/1rQSDLR3bec9o_V9QZnYdsIfuZc_Jm7TS/preview
https://docs.google.com/file/d/1Bd2KmYr5HvDdQVexn8-esniqMBwQ75Hn/preview
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User I
Session 1

User B
Session 5

User D
Session 5

User A
Session 5

Theme 1: Navigating Redacted..
Web Page Redundancy

#
https://docs.google.com/file/d/1asEBVD_vlkJ3FGb_qgaU8BxSrrLM-2jR/preview
https://docs.google.com/file/d/1y6NgW9XvcZ9D08Jz5YONK7USbv_H4WoL/preview
https://docs.google.com/file/d/1ZRqcUT8zxuJJGt5obeJpU_4lpc9VUi2g/preview
https://docs.google.com/file/d/1bNYv1AiwJWNaGvoReJxRNpnFFJDPwOVK/preview
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User G, Session 2

User B, Session 3

Theme 1: Navigating Redacted..
Web Page Redundancy

#
https://docs.google.com/file/d/1t0JIPizjBwGN2ZOiS_oLD9qCG96wry9S/preview
https://docs.google.com/file/d/1MY1vk6jgmcRJ68iKUE4N1-rZcyaQNMn9/preview
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Theme 2: Engaging with Redacted’s features
Growth Buddies

● Some users were unclear about the feature’s efficacy and/or purpose.

Responding to Peers

● Users prefer to respond to their peers’ posts with text or emoji reactions.

● Users’ motivation to respond to their peers may decrease over time.

Video Delivery Cadence 

● Users indicated that they prefer to receive one video per week.

● Some users would accept two videos per week, one at the beginning and one at the end.

● Some users did not appreciate that future videos are withheld.

Content Redundancies

● Users are eager to customize campaign content and integrate other platforms.

#
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Theme 2: Engaging with Redacted’s features..
Growth Buddies

~63% of users observably engaged with the Growth Buddies feature presented to them during Session 2. 
Most users who acknowledged and engaged with the feature were unclear about its purpose and efficacy.

User D
Session 5

User I
Session 2

User C
Session 3

User B
Session 2

#
https://docs.google.com/file/d/1zwCoZEkcE7NUCO9oS5NzVD3Cp1Slv5KW/preview
https://docs.google.com/file/d/1WUcu0-GtCJRLQjKD-Q5TbEvPGR07AoTV/preview
https://docs.google.com/file/d/1xfT4hmxgs9y5EDmqDMKmJYu6-zKuaL0u/preview
https://docs.google.com/file/d/1odg3ldXDpAbWOotl2UE7ABzdlkzFdbdg/preview
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1 = Strongly Disagree
 5 = Strongly Agree

Source: Survey 4

Theme 2: Engaging with Redacted’s features..
Responding to Peers

#
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User D
Session 5Source: Survey 4

Theme 2: Engaging with Redacted’s 
features..
Responding to Peers

#
https://docs.google.com/file/d/1a0aQmPzV3ZUE7CrwLU4jMnlGFS6TWYJg/preview
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Survey 4 Internal Survey 

Theme 2: Engaging with Redacted’s features..
Responding to Peers

#
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Survey 4 Internal Survey 

Theme 2: Engaging with Redacted’s features..
Responding to Peers

#


34

User J
Session 5

User B
Session 3

User A
Session 5

User G
Session 5

Theme 2: Engaging with Redacted’s 
features..
Responding to Peers

#
https://docs.google.com/file/d/1wZNXZ9tOojfpfQzyoeP6znaXA6DVwnUW/preview
https://docs.google.com/file/d/1MuMVRfuABePvJHVyX8ZQX-6tWJ7PukRk/preview
https://docs.google.com/file/d/1ehCTooAuuUureYvVyrh3pbyHweqN03Jf/preview
https://docs.google.com/file/d/1nm9OC3RJ46uL67m5Szmgyytz6ZGDDtjo/preview
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Source: Survey 4 Source: Survey 4

Theme 2: Engaging with Redacted’s features..
Video Delivery Cadence

#
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User D
Session 5

User K
Session 3

User H
Session 5

User G
Session 5

Theme 2: Engaging with Redacted’s features..
Video Delivery Cadence

#
https://docs.google.com/file/d/1-p4x8pVThlEYnQisAM-DdqcQeSz2TMo6/preview
https://docs.google.com/file/d/1v66gTm7ORHKQ1UPKlvq1vJtF1SWqZjLV/preview
https://docs.google.com/file/d/1sfLH1nko6ELA3fNk5n5deF6Do41Le6Op/preview
https://docs.google.com/file/d/1jRxMyVJ4jTreFN-wxnDJLwnR6b_Eb_5X/preview
https://docs.google.com/file/d/1g3nEx2Rtty1U9cpS9Wsp1iLqWWHx42mX/preview
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Survey 1 Survey 5

Theme 2: Engaging with Redacted’s features..
Video Delivery Cadence

#
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User K, Session 1 User H, Session 1 User C, Session 5 User I, Session 1

User E
Session 1

Theme 2: Engaging with Redacted’s features..
Content Redundancies

#
https://docs.google.com/file/d/1GBdsDhW0FPD-tQP4jGYlWU9VLKpfpxXz/preview
https://docs.google.com/file/d/17tFMZ30qmGO8ILkUbokaLnD-gqmaFmpr/preview
https://docs.google.com/file/d/1kETZ2GhwkGsz5n_Kn9w4lOrHf9imPzH9/preview
https://docs.google.com/file/d/1O46PJMk7uVW8EObkW4WQkI8w1M1qmTQ8/preview
https://docs.google.com/file/d/16iicHvh2uSOT6hNI99vSaWIEdl8I7dcw/preview


Insight: Users’ desire integrations and interface optimizations to 
remain engaged over time

Based on Themes 1 & 2 (users continued to have difficulty fulfilling the primary user journey, often failed 

to differentiate web pages and expressed a desire to customize the content of the campaign for their 

remote teams) an insight is: the general user interface and usability of the platform should be revisited and 

optimized, specifically the utility of the “Track Progress,”  “Journal” and “Activity Feed” Pages. Integrations, 

increased customizability of content and updated iconography should also be explored.
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User K, Session 1 User C, Session 1

#
https://docs.google.com/file/d/1eBokVIgwzCak8kfE8vyarItyV2vlMyv9/preview
https://docs.google.com/file/d/1d6MNq1kF-eMy9S7lYQjiGeT92416tOLP/preview


Recommendations: Allow integrations, expand customization and 
implement task tracking to mitigate user fatigue
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1. Progress Indication: Add additional confirmation messages like this one, 

specifically to the Redacted  Page, to provide the user with task closure 

when they post a response and/or add a task tracker for each module.

2. Combine the Track Progress & Journal pages and increase the visibility 

of the iconography; revisiting the icons employed for the “Track 

Progress” and “Journal” pages is also recommended.

3.  Increase the apparent customizability of the product features, namely 

the Check In Questions, Video Content and Redacted Prompts.

4. Apply product integrations, such as with Slack or Google Drive.

1

2

2

1
3

#


Theme 3: Usability of the Redacted  Page.. 
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Redacted Task Completion: 

● New users are not experiencing task closure throughout the primary user journey
● Users’ desire for a progress indicator doesn’t necessarily dissipate over time

Redacted Language

● User perceptions of the language employed on the Redacted Page were evenly split.
● Some users perceived the language as a pain point and while others enjoyed the copy.

Response Separation

● Users generally perceived no separation between the responses beyond the Redacted  
label 

● Users made no effort to manually separate the responses.

#


Theme 3: Usability of the Redacted  Page..
Redacted Task Completion 
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Survey 1 Survey 5

Prompt 4: “Take Redacted ” 
Response

#
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Prompt 5: “Redacted /Lesson” Response

Survey 1 Survey 5

Theme 3: Usability of the Redacted  Page..
Redacted Task Completion 

#
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User K, Session 5 User E, Session 1 User C, Session 3 User J, Session 5

● 5 of the 11 users (~45%) saw little to no distinction between the Redacted Responses prompts. 
● 4 of the 11 users did describe a clear distinction between Redacted s and Redacted s.

Theme 3: Usability of the Redacted  Page..
Redacted Language 

#
https://docs.google.com/file/d/1U7ZDqwVORYdheA6N6wGIZik8yk7FY2Jr/preview
https://docs.google.com/file/d/1ISj_BOYaGz76h_uojzzy1pmOk-ojD0Cq/preview
https://docs.google.com/file/d/1ETbyPUE3-2kY8kLmJFtCRPTuLhELCRDX/preview
https://docs.google.com/file/d/1lIGX586i-MCMKe8SB1y4Cpl5QdHs0xO2/preview
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User A, Session 1 User D, Session 5

● 8/11 users failed to 
note the “Reply” link 
throughout testing.

● 0/11 users interacted 
with the “Reply” link.

Theme 3: Usability of the Redacted  Page..
Response Separation

#
https://docs.google.com/file/d/1Yul6CoBIzGT9PY2vOfjuZz92pm-YWTVx/preview
https://docs.google.com/file/d/1nlZvB0YkJuVo2fzlFKCh2ErQnmoCdM5q/preview


Insight: Users need task closure on the Redacted  Page

Based on Theme 3  ( the “Take Redacted ” user flow was initially unclear to the majority of users and the 

majority of users failed to notice the “Reply” link below peer responses and/or interact with the filter 

menus) an insight is: the UI lacks task closure due to the lack of visual/audible interactivity and the 

minimal use of color. 
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User D, Session 1 User G, Session 1User C, Session 1

#
https://docs.google.com/file/d/18D5fsqNIlqglzF2-QmL1rXKyJ0Uc16PW/preview
https://docs.google.com/file/d/12C2Zssnq7rRbhD-FJR-hb6gbh0_kQWX5/preview
https://docs.google.com/file/d/1V_HamqYs3Z4Tbi-NxET1n0i_SxZzF74Q/preview


Insight: Users need a tutorial/demo and a progress indicator to 
facilitate task closure and task completion for users

Based on the theme that the 

majority of participants requested 

a comprehensive demo/tutorial and 

a progress indicator throughout 

testing, an insight is: the initial 

video is not substantial enough to 

introduce the product features and 

primary user journey, a product 

demonstration or embedded 

tutorial and live task tracker are 

needed.

47
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Insight: Users need a tutorial/demo and a progress indicator to 
facilitate task closure and task completion for users

User H, Session 1User E, Session 1 User J, Session 1

#
https://docs.google.com/file/d/1mtkY1t5LafnPWpqMKmJCX4qUsTNy8oKj/preview
https://docs.google.com/file/d/1oxgW_bGje1sK1o4YJTYnC_aGx5VmtHoH/preview
https://docs.google.com/file/d/1a2NagcFNDd1VFvh_7zJ3hXCR3VBVRB0s/preview


Recommendations: Tutorial or Demonstration
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1. Produce a video or demo that is solely a tutorial outlining the product purpose and features or add more 
tutorial flags like the one outlined above.  Combine the tutorial  with Video 1 or embed more flags on the 

Redacted  Page to mitigate concept confusion and fulfill the users’ desire for a comprehensive 

tutorial/demonstration.

2. Embed informational blurbs on each page to provide context about the product features and/or 

instructions for interacting with that feature. The “Community Guidelines” blurb is a great example.

2

1

#


Recommendation: Redacted  Page UI Optimization
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Add more interactive elements 
(visual and/or audible cues) to 
the Redacted  page to better 
accommodate the perceptual 
bandwidth of users by 
facilitating task closure. 

This can be achieved by updating 
the color scheme and adding 
audible/visual cues:

1. Eliminate “greying” effect: 
users misinterpret the color as 
the box lacking interactivity.
2. Program the text box to 
appear after the relevant 
button is selected in addition to 
highlighting the box.
3. Add color to the filter buttons 
and “Reply” link  to draw users’ 
attention.

1

2

3
3

#


Recommendation: Redacted  Page UI Optimization
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1

1. Update the copy for 
Action & Lession 
prompts or allow 
users to create their 
own prompts to avoid 
user fatigue caused 
by repetitive and/or 
ambiguous language. 

2. Closed Captions: 
integrate closed 
captioning into the 
video player to 
increase accessibility.

#


Summary

PREPARED BY: Zeila Hobson, UX Researcher
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In short:
 Users consider certain aspects of the platform redundant and develop user fatigue over time.

a. Combine the “Journal,” “Track Progress” and “Activity Feed” pages
b. Advertise and/or facilitate customization of the campaign content for admins, including video 

content, prompts and “Check In” questions.

 Users desire a comprehensive product demonstration and increased task closure.
a. Tutorial Video/Product Demonstration to clarify concept and product features
b. Integrate an apparent task tracker/progress indicator 

 Users’ desires and needs aren’t fully met by the Redacted  page:
a. Add more task closure confirmation cues or messages
b. Eliminate the initial greying effect on the inactive prompt box
c. Animate and/or color active buttons, such as the Filter Menus and “Reply” link
d. Visibly connect the prompts to the text box with apparent visual cues.
e. Update copy for the Redacted prompts and/or allow users to create their own prompts.
f. Integrate closed captioning for video player.

53

Overall, users 
like the platform 
and understand 

its general 
purpose!

#
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Future Area of Study: Mobile Version

User H participated via the mobile app and ran 

into obstacles that the other users did not, 

including:

1. Confusion as to how to post his Redacted 

Responses because the iconography is 

unclear.

2. Being automatically re-routed to the 

Activity Feed after viewing a video.

Because the user interface of the Redacted 

Platform’s mobile version doesn’t facilitate the 

completion of the primary user journey, its design 

should be studied and iterated upon to improve 

the user experience.

User H 
Session 1

User H 
Session 5

#
https://docs.google.com/file/d/1L1joFf4Z-qJINWkHpZFCjrcVEOI6OHLZ/preview
https://docs.google.com/file/d/1-wokKH8zw7gKta361JEseUfraUtBilL0/preview


Let’s chat! What questions do you have?
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