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Executive Summary YOUX

Executive Summary

General score of the user experience is 45/100.

The whole experience of the platform has some major usability and feature
understanding issues that users could not overcome or understand when
using the platform for the first time. Some of the features such as “creating
profile”, “transaction lists” and “single transaction details” caused a lot of
confusion with users.

There is information missing in the platform that could help users understand
the difference between ECR & ACT currencies. Transaction lists could be
much more user-friendly if the reference name would appear on them in that
way users could identify transactions faster.

YouX Collective



Executive Summary YOUX

Avg. registration time Balance

The average time spent by test users for Percentage of test users that were frustrated by

completing registration flow. the fact that transaction month filtering did not
Welgd

YouX Collective



Executive Summary YOUX

Payment ECR Conversion
Percantage of test users that did not understand Percentage of test users that did not understand
what eActivity & Payment Reference means when conversion process from ECR to EUR.

trying to complete the payment.

YouX Collective



Executive Summary YOUX

Transactions Adding new profiles

Pecentage of test users that identified the Percentage of test users that added additional

right transaction. profiles and gave them role without any
Issues.

YouX Collective
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What is a usability testing report?

This report gives you a structure to display key findings from usability tests that will
help the team identify what's working and what's not, decide on improvements, and
most importantly, prioritize the issues that need to be fixed.

Use this report to share your usability test findings with team or stakeholders, get
buy-in on decisions, and move forward with the next steps.
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Intre YOUX*

Methodology

Test date Testing method

13-16 November, 2021 Remote testing with Zoom
Participants Test subject

5 test users, 29 to 45 years. Digital payment solution

YouX Collective 9
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Project description

‘ o . o L] -
Q Overview \ Objectives v Results
Testing the user experience when using a new digital The goal is to identify any usability problems, that occur Major usability and feature understanding issues that
payment solution. We analyzed: during the testing of the platform which might affect users could not overcome or understand when using the
business end-goals and user satisfaction. Five platform for the first time. Main issues:

* The simplicity of th istrati . . :
€ SImplicity ot the registration process, characteristics of usability we aim for:

, e | with registration pr :
* setting up the store, ssues with registration process

» Effectivness,

) ) . « complex terminology,
* creating invoices, P gy

» efficiency,

. * missing informations during transations,
* accepting payments,

* engagement, .
* adding aditional staff * incorrect content placements,
* error tollerant, .
* interface problems.

* easy to learn.
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Test Users

Test was conducted with 5 test users, of different
technical knowledge, aging between 20 and 40 years.

Test User #1 Test User #2 Test User #3 Test User #4 Test User #5

Male Female Male Female Male
29 20 25 34 40
Technical skills X X X X X X X X X X X X X X X X X X X X X
Already a user No No No No No
Legend

X = Weak skills X X X X X = Excelent skills



Test Scenarios

Create a new account

Expected time to finish: < 10min
Complexity: X X X X X

Importance: X X X X X X X X X X

Make a refund

Expected time to finish: < 3min
Complexity: X X X X

Importance: X X X X X X X X X X

Request a payment

Expected time to finish: < 3min
Complexity: X X X X X X

Importance: X X X X X X X X X X

Add a new employee

Expected time to finish: < 4min
Complexity: X X X X

Importance: X X X X X X X X

YouX+

Complete Testing Scripts

Check balance

Expected time to finish: < 2min
Complexity: X X X X

Importance: X X X X X X X X X X


https://drive.google.com/file/d/1l7ORFMPPbLG0JKF_VFRdJCAt1hcyPHIV/view?usp=sharing

YouX+

Usability Testing Findings

Most important experiences from all testing scenarios
are presented on the following slides.



Create a New Account

Completed scenario

Time taken

Critical issues

Ease of use

Confidence

Test User #1

29 years

Yes

12min 34sec

XXXXX XX XX

XXXXX XXX

Test User #2
20 years

Yes

14min Olsec

XXXXX XXX

XXXXX XXX

Test User #3
25 years

Yes

1Tmin 34sec

XXXXX XX XX

XXXXX XX XX

Test User #4
34 years

Yes

12min 34sec

XXXXX XX XX

XXX XX XXX

YouX+

Registration Issue

[confidential: link not working]

Test User #5
40 years

Yes

18min 51sec (with help)

XXXX XXX

XXXXX XXX



Create a New Account

Trivial issues

( )
80% of users missed the part where the
platform invites them to download the mobile
app.

\_ J

Medium issues

(~ )
60% of users wanted to make an online store
together with a physical store and did not
understand that they need to create 2
different ones.

\_ _J
o )
60% of users did not know how to properly fill

out the keywords input field when creating
the store.
\_ _J

© Critical issues

100% of users have exceeded optimal

registration time.

—
80% of users did not understand what

[confidential] means, once landed on the

home page.
\__

YouX+

Landing Issue
[confidential: link not working]

Positive experiences

80% of users thought that getting around the
platform was easy because of not too many

features.



Request a Payment

Completed scenario

Time taken

Critical issues

Ease of use

Confidence

Test User #1

29 years

Yes

4min 41sec (with help)

XXXXX XXX

XXXX XXX

Test User #2
20 years

Yes

5min O1sec (with help)

XXXX XXX

XXXX XXX

Test User #3
25 years

Yes

3min Olsec

XXX XX XXX

XXX XX XXX

Test User #4
34 years

Yes

2min 34sec

XXX XX XXX

XXX X XXX

YouX+

ECR Currency lIssue

[confidential: link not working]

Test User #5

40 years

No



Request a Payment

Trivial issues

40% of users did not notice promotion banner

for upgrading an account.

Medium issues

-
40% of users thought information between

the scanning and confirming the payment on

the screen would be nice.
\_

© Critical issues

-

80% of users did not understand what the
ECR currency is and didn’t know what the

conversion to EUR would be.

100% of users did not understand what
“Payment Reference” is and what they need

to input.
\_

80% of users did not understand what the

cashback options were.

_

\_

YouX+

Positive experiences

100% of users liked the part where the
customer needed to scan the QR code and

said it was simple and easy to understand.



Check Balance

Completed scenario

Time taken

Critical issues

Ease of use

Confidence

Test User #1

29 years

No

Test User #2
20 years

No

Test User #3
25 years

No

Test User #4
34 years

No

YouX+

Filtering Issue

[confidential: link not working]

Test User #5
40 years

No



Check Balance

Trivial issues

Medium issues

© Critical issues

~
100% of users had issues when filtering

transactions for a single month as filtering

didn’t work.

r100% of users could not find rewards and also |
did not understand what eActivity is.

( )
100% of users had problems identifying the
transaction since the original amount is 0.01
ECR lower than previously requested. )

_

.

Positive experiences

YouX+



Make a Refund

Completed scenario

Time taken

Critical issues

Ease of use

Confidence

Test User #1

29 years

Yes

5min O4sec

XXXXX XX XX

XXX XX XXX

Test User #2
20 years

Yes

5min Olsec

XXXXX XXX

XXXXX XXX

Test User #3
25 years

Yes

2min 34sec

XXXXX XX XX

XXXXX XX XX

Test User #4
34 years

Yes

2min O4sec

XXXXX XX XX

XXX XX XXX

YouX+

Refund Status Issue

[confidential: link not working]

Test User #5
40 years

Yes

5min 34sec

XXXX XXX

XXXXX XXX



Make a Refund

Trivial issues

Labels on the input form are not clearly

visible.

Medium issues

(~ )
60% of the users did not understand what
payment reference stands for when making a
refund.

_ J
80% of users did not understand why after
confirming the refund, the refund button was
still active.

_ J

© Critical issues

80% of users struggled to find the status of

the refund.

YouX+

Positive experiences

When purchasing a BTC with a credit card,
100% of users saw a confirmation of the
transaction before entering the credit card

details.



Add a New Employee

Completed scenario

Time taken

Critical issues

Ease of use

Confidence

Test User #1

29 years

Yes

2min 41sec

XXXXXXXXXX

XXX XX XXX

Test User #2
20 years

Yes

3min 41sec

XXAXXXXXXXXX

XXXXX XXX

Test User #3
25 years

Yes

3min O4sec

XXXXX XX XXX

XXXXX XX XX

Test User #4

34 years

Yes

3min 34sec

XXXXXXXXXX

XXX XX XXX

YouX+

Test User #5
40 years

Yes

4min Olsec

XXXX XXX

XXXXX XXX
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Add a New Employee

Trivial issues Medium issues ©® Critical issues Positive experiences
(" )
Most of the users missed the part where the 80% of users thought that it would be nice to 80% of users thought that adding new staff to
platform invites them to download the mobile the explanation of member roles in the the platform was a pleasant experience
app. “adding new user process” and not only on
the first screen.
\_ ,




Usability Testing Findings

Individual issues of all test subjects with their comments
are presented on the following slides.

YouX+
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Test User #1

29 years, Male

TASK #1 TASK #2 TASK #3
Create a new account Request a payment Check balance
Time: 12min 34sec Time: 4min 41sec (with help) Time: /

1 7 O 1 1 0 3 QO 1 0 0 1 QO 1 0
TASK #4 TASK #5
Make a refund Add a new employee
Time: 5min O4sec Time: 2min 41sec

0 3 O o 0 0 1 O o 1

Legend: Trivial Issue Medium Issue @ Critical Issue Positive experience



Test User #1 .-

29 years, Male

Task #1
N [ N ( )
The user felt discomfort when the When filling out the store address user The user missed the explanation part
“Confirm Subscription” screen appeared. thought that the suggested address and where he needs to download the app to
The user felt he didn’t have enough street address could be in the same field, receive payments.
information about the subscription itself because after filling out this field it looks -~
and wanted to abandon the registration like, he did not fill out the field. [ ) ) )
L ) Once the user is logged in to the platform,
process. )
y ~ ~ he gets around the platform with ease.
- ~ When filling out the opening hours, the - —
The user was unhappy that he didn’t see user suggested that a dropdown would be
password requirements before filling out more suitable than the small arrow
the input field, this resulted in taking more buttons.
. : \_ y.
time to register
\_ J =
e ~ When filling out the store address user
The user thought that uploading the image thought that the suggested address and
at the registration was too soon, as he street address could be in the same field,
needed more information on the platform because after filling out this field it looks
before committing to uploading this info. like, he did not fill out the field.
\_ J U .
( N [ )

The user said that toast messages could
be much more informative and more

visible.

_

The user did not know what to enter in the

“purpose” field on the SEPA form.

\_

_J

You

o

) &

User#1 Testing

[confidential: link not working]

Task #3

( )
The user had issues identifying the
transaction since the original amount
is 0.01 ECR lower than what was
previously requested.

- v,

8 )

The user could not find rewards and
also didn’t understand what eActivity
is. The user also stated if eActivity are
rewards, it should be named

"rewards".

Task #2
. . . )
Since the user missed the option to
download the app when registering,
he could not find it again within the
platform.
J
( )
The user did not understand what a
cash-back rate is.
\_ _J
( )
When inputting the requested
amount, the user was unsure what the
conversion of ECR is and is unsure
what would the correct amount be.
\_ y,
( )
The user does not understand what a
payment reference is.
\_ _J

\_




Test User #1

29 years, Male

Task #4

The user did not understand what the
payment reference stands for when

making the refund.

The user did not understand why after
confirming the refund, the refund

button was still active.

The user could not find any
information or status about the refund

and didn’t know what is happening.

Task #5

The user thought it would be nice,
that even when adding a new user to
the platform, there would be an

explanation of different roles.

e
The user thought that adding new

staff to the platform was a pleasant

experience.

.

Additional Questions

How would you describe your experience with [confidential] to someone?

A cool onboarding process, but would think twice if | would reccomened it to someone.

What is your favorite part of the experience?

A cool onboarding process, but a weird process for submitting KYC and excessive commissions.

What frustrated you the most in the whole experience?

Requesint payment. It was really weird for me - no onboarding and a lot of unusual words.

YouX+



Test User #2

20 years, Female

TASK #1
Create a new account

Time: 14min Olsec

TASK #4
Make a refund

Time: 5min O4sec

TASK #2
Request a payment

Time: 4min 41sec (with help)

TASK #5
Add a new employee

Time: 2min 41sec

Legend:

TASK #3
Check balance

Time: /

Trivial Issue

Medium Issue

o

© Critical Issue

YouX+

User#2 Testing

[confidential: link not working]

Positive experience



Test User #2

20 years, Female

Task #1

r

The user felt discomfort when the
“Confirm Subscription” screen appeared.
The user felt he didn’t have enough
information about the subscription itself
and wanted to abandon the registration

process.

—

The user was unhappy that he didn’t see
password requirements before filling out
the input field, this resulted in taking more

time to register

The user wanted to make an online store
and physical store at the same time,
therefore the user had issues when

wanting to add location.

On the store creating wizard, user did not
notice that opening hours still need to be

set.

When filling out the store address user
thought that the suggested address and
street address could be in the same field,
because after filling out this field it looks

like, he did not fill out the field.

When filling out the store address user
thought that the suggested address and
street address could be in the same field,
because after filling out this field it looks

like, he did not fill out the field.

Once the user landed on the dashboard,
he did not understand the difference
between eCredit Balance & eActivity
Balance because there was no additional

explanation.

The user had a tiny issue with discovering

how to add the first store.

Once the user logged into the platform, he

got around the the platform with ease.

Task #2

The user did not understand what a

payment reference is.

When inputting the requested
amount, the user was unsure what the
conversion of ECR is and is unsure

what would the correct amount be.

( )
The user understood the part with
scanning the QR code and what the
customer should do.

_ Y,

YouX+

Task #3

-

_

When filtering transactions by date,
the filter did not work, so the user was
completely unsure how many

transactions were created in March.

~

_J

-

_

The user had issues identifying the
transaction since the original amount
is 0.01 ECR lower than previously

requested.

~

The user could not find rewards and
also didn’t understand what eActivity
is. The user also stated if eActivity are
rewards, it should be named

"rewards".
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Test User #2

20 years, Female

Task #4 Task #5 Additional Questions
(
Even when entering the full amount The user thought that adding new How would you describe your experience with [confidential] to someone?
for a refund (also max. Amount stated staff to the platform was a pleasant
below the user could not make a experience. J Simple and clean, but because of the technical knowledge user felt that she needed more time to find certain pieces of information and call-to-
\_
refund.

actions. After the whole experience, the user was still afraid that she might have given some wrong information about the business.

After clicking around the platform, the What is your favorite part of the experience?

user finally completed the task.

Adding opening hours and set up the store.

What frustrated you the most in the whole experience?

Understanding balances, long hashes, VAT’s.



Test User #3

25 years, Male

TASK #1
Create a new account

Time: 11min 34sec

TASK #4
Make a refund

Time: 5min O4sec

TASK #2
Request a payment

Time: 4min 41sec (with help)

TASK #5
Add a new employee

Time: 2min 41sec

Legend:

TASK #3
Check balance

Time: /

Trivial Issue

Medium Issue

o

© Critical Issue

YouX+

User#3 Testing

[confidential: link not working]

Positive experience



Test User #3

25 years, Male

T

ask #1

r

_ _J

~

The user felt discomfort when the
“Confirm Subscription” screen
appeared. The user felt he didn’t have
enough information about the
subscription itself and wanted to

abandon the registration process.

The user was unhappy that he didn’t
see password requirements before
filling out the input field, this resulted

in taking more time to register.

The user was confused about filling
out the address. "Suggest an address"

gave the user a bit of a problem.

The user missed the keyword section

and didn’t fill that input field out.

Task #2

The user did not understand what a

cash-back rate is.

The user does not understand what

the payment reference is.

When inputting the requested
amount, the user was unsure what the
conversion of ECR is and is unsure

what would the correct amount be

Task #3

r

When filtering transactions by date,
the filter did not work, so the user was
completely unsure how many

transactions were created in March.

~

r

.

The user understood the part with
scanning the QR code and what

customer should do.

\_ y,

( )
The user had issues identifying the
transaction since the original amount
is 0.01 ECR lower than previously
requested.

\_ y,

The user could not find rewards and
also didn’t understand what eActivity

is.

Task #4

Upon entering the full refund amount,
a notice stated that the amount is too

high.

YouX+

Task #5

e
The user thought that adding new

staff to the platform was a pleasant

experience.

.

<

y
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Test User #3

25 years, Male

Additional Questions

How would you describe your experience with [confidential] to someone?

I’'m not sure if this is the best solution possible. | didn’t fully understand the platform, maybe | need more time.

What is your favorite part of the experience?

Adding a team member to the cashier role.

What frustrated you the most in the whole experience?

Not understanding the difference between eCredits & eActivity. Finding transactions was also hard.



Test User #4

34 years, Female

TASK #1
Create a new account

Time: 12min 34sec

TASK #4
Make a refund

Time: 5min O4sec

TASK #2
Request a payment

Time: 4min 41sec (with help)

TASK #5
Add a new employee

Time: 2min 41sec

Legend:

TASK #3
Check balance

Time: /

Trivial Issue

Medium Issue

o

© Critical Issue

YouX+

User#4 Testing

[confidential: link not working]

Positive experience
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Test User #4

34 years, Female

Task #1 Task #2 Task #3 Task #4
r ) g ) g A
The user felt discomfort when the The user didn’t notice that he can fill out Since the user missed the option to When filtering transactions by date, The user pointed out, that there could
“Confirm Subscription” screen appeared. the keywords. download the app when registering, the filter did not work, so the user was be buttons such as “MAX” or 50% of
The user felt he didn’t have enough he could not find it again within the completely unsure of how many payment etc. so he does not need to
information about the subscription itself ) platform. transactions were created in March. calculate “by hand”.
When adding a new store, the user L ) L )
and wanted to abandon the registration ) ) )
thought that the input field for entering
process. . . . . . . -
L ) keywords is not user-friendly and does When inputting the requested The user had issues identifying the
not match the rest of the Ul. amount, the user was unsure what the transaction since the original amount
The user was unhappy that he didn’t see conversion of ECR is and is unsure is 0.01 ECR lower than what was
password requirements before filling out what would the correct amount be. previously requested.

Because of the screen size, the user
the input field, this resulted in taking

missed the option to fill out the location
more time to register

and opening hours. The user does not understand what The user could not find rewards and
the payment reference is. also didn’t understand what eActivity
The user missed the option to upload the is. The user also stated if eActivity are
profile image when filling out the business r ) ) rewards, it should be named
The user understood the part with
information. "rewards".

scanning the QR code and what the

customer should do.

_ J

The user missed the part where it was
explained that she needs to download the

app to receive payments.
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Test User #4

34 years, Female

Task #5 Additional Questions

The user thought it would be nice, How would you describe your experience with [confidential] to someone?

that even when adding a new user to
the platform, there would be an Ok experience, the design could be better. Rewards were not clear to me. | like the fact that the platform is not packed with too many features.

explanation of different roles. Looks very simple.

The user pointed out that members in What is your favorite part of the experience?

user management could be sorted by

( )

The user thought that adding new What frustrated you the most in the whole experience?

staff to the platform was a pleasant

Lexperlence. ) Rewards and Activity frustrated me the most because | didn’t understand what it was.




Test User #5

40 years, Male

TASK #1
Create a new account

Time: 18min 51sec

TASK #4
Make a refund

Time: 5min O4sec

TASK #2
Request a payment

Time: 4min 41sec (with help)

TASK #5
Add a new employee

Time: 2min 41sec

Legend:

TASK #3
Check balance

Time: /

Trivial Issue

Medium Issue

o

© Critical Issue

YouX+

User#5 Testing

[confidential: link not working]

Positive experience



Test User #5

40 years, Male

Task #1

The user was unhappy that he didn’t
see password requirements before
filling out the input field, this resulted

in taking more time to register.

The user was confused about filling
out the address. "Suggest an address"

gave the user a bit of a problem.

The user missed the keyword section

and didn’t fill that input field out.

Task #2

The user did not understand what a

cash-back rate is.

The user does not understand what

the payment reference is.

When inputting the requested
amount, the user was unsure what the
conversion of ECR is and is unsure

what would the correct amount be

Task #3

~
When filtering transactions by date,

the filter did not work, so the user was
completely unsure how many

transactions were created in March.

_

~

_

~
The user had issues identifying the

transaction since the original amount
is 0.01 ECR lower than previously

requested.

s
The user understood the part with

scanning the QR code and what

customer should do.

\

_

~

The user could not find rewards and
also didn’t understand what eActivity

is.

Task #4

Upon entering the full refund amount,
a notice stated that the amount is too
high.

YouX+

Task #5

e
The user thought that adding new

staff to the platform was a pleasant

experience.

.
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Test User #5

40 years, Male

Additional Questions

How would you describe your experience with [confidential] to someone?

| did not fully understand the platform and | don’t know if | can recommend it. Maybe | would need more time.

What is your favorite part of the experience?

The best part was when | needed to add the user to the Cashier role.

What frustrated you the most in the whole experience?

| was frustrated with understanding what is the difference between eCredits and eActivity, | would love if there was more explanation on this part.
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Testing Scores = Fecivss

65 .

YouX Score™

50 /s 15 95w

YouX Score™ YouX Score™ YouX Score™

80

YouX Score™

TASK #1 TASK #2 TASK #3 TASK #4 TASK #5
Create a new account Request a payment Check balance Make a refund Add a new employee
O 1 06 2 0 1 O 1 O 1 6 3 01 © O O 1 6 2 0 6 © O O 1 0 2 0 1 0O 1 O 0 06 2 0 2 0O 2
Avg. time: 5min 34sec Avg. time: 3min 11sec Avg. time: / Avg. time: 3min 44sec Avg. time: 3min 12sec
Uncompleted tasks: O Uncompleted tasks: 1 Uncompleted tasks: 6 Uncompleted tasks: O Uncompleted tasks: O
Guidance: 1 Guidance: O Guidiance: 6 Guidance: O Guidance: O

Legend: @ Triviallssue @ Mediumissue @ Criticallssue @ Positive experience
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Action plan

1. Reduce time to completion on the registration process. o cita
2. Solve interface problems on filtering. o cita
3. Improve platform terminology. e cita

4. Rethink the transaction flow. o citca

Notes:

- Make sure to monitor performance after the launch of redesign.
- Do a retrospective one week after the launch to discuss improvments.

- Collect user feedback with a survey one month after the launch.



What’s next?

YouX Collective

Get your YouX report

Our most popular data-driven analysis:

Set your goals & we take care of the rest.

We find and recruit real-world users from your target audience.

We create test scenarios and tasks for them.
Our UX experts lead users through real-life usability tests.

Full report including our entire analysis, all video interviews.

Completed in 5 working days for

2000 €

Schedule a call

b (+11),4
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Thank you for
testing with

https://youxlab.co/ YouX Collective



