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Too busy chopping wood  
to buy a chainsaw 

http://2.bp.blogspot.com
/-asPW

Enjre5o/Tf6eCPnB3AI/AAAAAAAACx0/8SW
nAdeDDXU

/s1600/1196709978_8827.jpg 



Application Use: U.S. Department of State 
http://w

w
w

2.apqc.org/l/4922/2014-01-10/cnrh7 
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KM for IT: Semantic System Tier I 
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KM for IT: Semantic System Tier II 



Dialogue with the End-user 
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Why SUS? 

Test subject (A) sits in front of 
computer monitor (B), while facilitator 
(C) tells him what to do and asks 
questions.  Camcorder (D) powered by 
squirrel (E) is pointed at the monitor to 
record what the subject sees.   

Meanwhile, cable (F) carries 
signal from camcorder to TV (G) 
in a nearby room where 
interested team members (H) can 
observe.  
 
Krug, S. (2006). Don’t Make Me Think 
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http://w
w

w
.usability.gov/how

-to-and-tools/m
ethods/system

-usability-scale.htm
l 

From Usability.gov… 
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Sample Size for Continuous Data 
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t = value for the selected alpha level in each tail 
s = estimate of the standard deviation in the population 
d = acceptable margin of error for mean being estimated 



Test for Normality 
• Qualitatively 

assessing the fit of 
data to a theoretical 
distribution 

 
• Pearson Chi Square 

test for normality. P-
value = 0.9569   

 
• Q-Q Plot Correlation 

= 0.9951  
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JSC Search System Usability Scores 
• Small range of an 

approximate 50 
point range 
between of 83.35 
and a minimum of 
31.67.  
 

• Half of the scores 
were within 51.68 
and 67.93 with the 
median score of 
61.01.   
 

• Users have a fairly 
common 
perception of the 
system usability.   
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JSC Usability Scores: Grade Scale 
• Vetted 

methodology for 
communicating 
usability scores.   
 

• 90s= exceptional 
• 80s= good 
• 70s= acceptable 
• <70= cause for 

concern 
 

• Half of the scores 
were within 51.68 
and 67.93 with the 
median score of 
61.01.   
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JSC Usability Scores: Adjective Scale 

• 67% of responses 
between ‘Good’ 
and ‘OK’. 
 

• 75% of responses 
below ‘Good’ 
 

• 33% of responses 
below ‘OK’ 
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  Future work  

Pareto Chart Analysis 
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Poor search results………………......................... 
Unintuitive interface………………...................... 
Unfamiliar with features…………...................... 
Web vs document search……………………………. 
Wrong file type returned………........................ 
No issue………………………………………………………. 
No authoritative source for information……… 
Training………………………………………………………. 
Case sensitive search………………………………….. 
Customer support………………………………………. 
Need Center specific search……………………..... 
Search interface too complex…………………….. 
Search of multiple Share Point sites.............. 
Secure vs non-secure search………………………. 



Take Away… 
Resources 

• Bangor, A., Kortum, P. T., & Miller, J. 
T. (2008). An empirical evaluation of 
the system usability scale. Intl. 
Journal of Human–Computer 
Interaction, 24(6), 574-594. 

• Brooke, J. (1996). SUS-A quick and 
dirty usability scale. Usability 
evaluation in industry, 189, 194. 

• Brooke, J. (2013). SUS: A 
Restrospective.  Journal of Usability 
Studies, 8(2), 29-40. 
http://www.upassoc.org/upa_public
ations/jus/2013february/JUS_Brook
e_February_2013.pdf 

• White, Martin. (2013). Enterprise 
Search. Sebastopol, CA: Oreilly. 

 

Considerations 
• Criticality of usability 

testing for the intranet 
and search applications 

• Scalability and validity of 
the System Usability Score 
to identify areas of 
concern 

• Customization of the SUS, 
to not only allow 
examination of the 
systems usability, but also 
provide information on 
user-rated performance of 
search results.  
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To Be Avoided… 
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