
NEW PRODUCTS FROM RHIZA
Rhiza has been working for the past year to 
modernize and update our research platform to 
achieve the performance and usability 
improvements our users have asked for.  The best 
way for us to do that, from a technical perspective, 
has been to start from scratch with the latest, 
most performant and flexible technology.  As a 
result, our new Rhizalytics Platform is a 
completely separate, independent product from 
some of the tools Comcast is familiar with. 

Our eventual, long-term goal is to migrate all of 
our users to the new Rhizalytics platform, and 
sunset our older tools. 

All of our new product offerings are built on the powerful Rhizalytics Platform, which includes: 

- RHIZA FOR RESEARCH: (aka Spectrum Report) A flexible data-exploration and analysis 
tool designed to meet the needs of researchers. Researchers can access syndicated data 
and upload their own data; aggregate data to geographic shapes and dataset-specific 
categories; visualize data on maps, tables and charts; export visualizations to png, svg, 
csv and ppt; build and share templates; access and share presentations. 

- CUSTOM EXPRESS REPORTS: Flexible, multi-section templates developed by Rhiza 
analysts in collaboration with our customers.  (Comcast’s Core Auto Report is a 
first-generation example of a custom express report built on the new platform). 

- RHIZA API:  An Application Program Interface that extends the capabilities of the 
Rhizalytics Platform to integrate with other products and services.   

- RHIZA FOR AD SALES VERTICALS: (AKA Rhiza Rankers) Simple, infographic-rich reports 
designed specifically for sales users and non-researchers, built using the Rhiza API. 



Half of all “malfunctioning” products are returned working 

fine -- people just can’t figure out how to use them.  

Companies often dismiss usability-related product 

complaints as "nuisance" or “low priority issues.” 

Product developers and project managers are often shocked 

to discover how hard their products are to use.  

Elke Den Ouden, “Development of a design analysis model 

for consumer complaints: Revealing a new class of quality 

problems.” Eindhoven: Technische Universiteit Eindhoven. 

March 2006.

     Usability issues result in 50% of product returns

Smart people routinely fail to 
deliver easy-to-use products. 

As we develop on our new 
platform, how can we ensure 
our products are usable? 



DEFINING USABILITY

GOOD DEFINITION

“Usability is a quality 
attribute that assesses how 
easy user interfaces are to 
use.” - Jakob Nielsen

BETTER DEFINITION

"The extent to which a product 
can be used by specified users 
to achieve specified goals with 
effectiveness, efficiency, and 
satisfaction in a specified 
context of use." - ISO 9241



KEY COMPONENTS

Effectiveness

Efficiency

Satisfaction

Specific Users 

Specific Goals 

Specific Context of Use

FOR



KEY COMPONENTS

Specific Users 

Specific Goals 

Specific Context of Use

USER 
PERSONAS

=



AD SALES: PERSONA CHARACTERISTICS 

RESEARCHER

- process-oriented
- detail-oriented
- analytical 
- ethical 
- unambiguous

SALESPERSON

- results-oriented
- relationship-oriented
- persistent
- political
- resourceful



AD SALES: CONTEXTS OF USE

RESEARCH

- cyclical
- live data exploration is essential
- work is done in private
- culture of craft
- time used for deep dives into data
- deep understanding of data

SALES

- cyclical
- live data exploration can be risky
- work is a performance
- culture of pitch
- time used for deep dives into 

relationships, politics
- shallow understanding of data



Usability improvements to the 
Rhiza for Research platform (AKA 
“Spectrum Beta”) have focused 
on Research users and 
use-cases, providing more:

- Flexibility
- Discoverability
- Performance 
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More flexibility = more controls that a 

user needs to learn to operate and feel 

comfortable with. 



RHIZA FOR RESEARCH RHIZA FOR SALES

COMPARISON OF CONTROL SPACES



Discount Usability Testing:
Test 3-5 users



Effectiveness Metrics
Task effectiveness: What proportion of 
the task can be completed correctly by a 
user or proxy?

Task completion: What proportion of the 
tasks are completed without help?  How 
often do users bail without finishing? 
How often do testers have to prompt the 
user with the answer?  



Effectiveness Measures:
Think-Aloud Walkthrough

METHODS

- Test one task at a time. Give users a clear goal and 
mission (prepare to adjust after observation).

- Users do all the driving.

- Stress that the software or prototype is being tested, 
not the user.

- Put developers in a cone of silence (but do let them 
watch).

- If a user asks a question, don’t answer right away. 
Instead ask: “What would you expect to happen?” 
Practice being silent. 

- Encourage users to talk a lot about what they’re 
seeing, thinking and doing, and why. 

EQUIPMENT

- Pen & paper or Post-its

- Video: Your phone, Quicktime, Camtasia

- Remote:  Silverback, Lookback

- Nice-to-have: A second observer to catch stuff you 
miss. 



INTERNAL USER TESTING
Example



Paper Prototype 1 



Paper Prototype 2 



Internal Testers 
Michele
- New/exploring user
- Some training, mostly ad-hoc, 

picking stuff up in the wind. 
- GenX

Kristen
- New/exploring user
- Initial training, limited  

practice. 
- GenY

Judd
- Expert user
- Frequent practice, familiar 

with old and new. 
- Millennial



You’ve created this presentation.  
What do you do next? 

What do you expect the interface to let you do
to preserve your work?



You’ve created this presentation.  
What do you do next? 

What do you expect the interface to 
let you do to preserve your work?”

- First response:  I’d use the “Create Bookmark” button – because I’m bookmarking it to come back to, 
right? 

- Next: Maybe Copy Series?  Next: The “Export” button?  I would’ve chosen that first if I’d seen it. 

- I like having guidance about what to do. I suspect there might be generational differences in whether 
people expect to have to explicitly save or to have the system auto-save. 

- I’m looking at Google Docs as a model, I love the way they combine old and new modes. The 
feedback when something is auto-saved and timestamps is great. 

- Gmail’s Drafts folder might be a good model for a place you can go back to get everything.  



You’ve created this presentation.  
What do you do next? 

What do you expect the interface to 
let you do to preserve your work?”

- My first instinct is to look for the very traditional floppy-disk icon for saving. I’d 
expect to see that in the upper-right, because that’s where all the other 
controls are.

- What happens if I don’t want to save it? I’d expect that I could trash it – if I see 
a “save” icon, I expect to see a “trash” icon that lets me junk it. 

- My points of reference are MS Office and Google Docs.   



You’ve created this presentation.  
What do you do next? 

What do you expect the interface to 
let you do to preserve your work?”

- You mean like a Save button? 

- Auto-saving everything will create sooo many presentations. If you did that, I’d want a way to 
star the presentations I care about.  

- I know a lot of programs auto-save, but I think it could just be simpler. I think save is very 
explicit. I kind of like the idea that “Save” is a fake-out – even if it’s auto-saving, it’s useful to 
have that explicit interaction to know what to do. 

- I’m using Google Docs as a model.   



Time on task: How long does it take 
the user to complete the tested 
task?

Waiting time: Click/roundtrip delay 
(performance metrics). 

Task efficiency: How many steps 
are required to complete the task?  
Are all of them necessary? 

Efficiency Metrics
Productive proportion: What proportion of 
the time is the user performing productive 
actions, vs. thrashing around in the UI trying 
to figure stuff out?

Relative user productivity: How productive 
is a new user compared to an expert?

Help frequency/discoverability: How often 
do users look for help?  Can they find the 
help they need? 



Satisfaction Metrics 

Much harder to measure satisfaction; Qualitative vs. 
Quantitative measure (“delight” is tough to quantify).  

Industry-standard assessment methods:

- SUS - System Usability Survey
- Net Promoter Survey

- Direct product reviews (App Store)



1. I think that I would like to use this system frequently.

2. I found the system unnecessarily complex.

3. I thought the system was easy to use.

4. I think that I would need the support of a technical person to be able to use this system.

5. I found the various functions in this system were well integrated.

6. I thought there was too much inconsistency in this system.

7. I would imagine that most people would learn to use this system very quickly.

8. I found the system very cumbersome to use.

9. I felt very confident using the system.

10. I needed to learn a lot of things before I could get going with this system.

Satisfaction Metrics:
System Usability Survey



Usability Inspection Methods:
Heuristic Evaluation

Visibility of system status

The system should always keep users informed about what is going 

on, through appropriate feedback within reasonable time.

Match between system and the real world

The system should speak the users' language, with words, phrases 

and concepts familiar to the user, rather than system-oriented 

terms. Follow real-world conventions, making information appear in 

a natural and logical order.

User control and freedom

Users often choose system functions by mistake and will need a 

clearly marked "emergency exit" to leave the unwanted state 

without having to go through an extended dialogue. Support undo 

and redo.

Consistency and standards

Users should not have to wonder whether different words, 

situations, or actions mean the same thing. Follow platform 

conventions.

Error prevention

Even better than good error messages is a careful design which 

prevents a problem from occurring in the first place. Either eliminate 

error-prone conditions or check for them and present users with a 

confirmation option before they commit to the action.

Recognition rather than recall

Minimize the user's memory load by making objects, actions, and 

options visible. The user should not have to remember information 

from one part of the dialogue to another. Instructions for use of the 

system should be visible or easily retrievable whenever appropriate.



Usability Inspection Methods:
Heuristic Evaluation

Flexibility and efficiency of use

Accelerators -- unseen by the novice user -- may often speed up the 

interaction for the expert user such that the system can cater to both 

inexperienced and experienced users. Allow users to tailor frequent 

actions.

Aesthetic and minimalist design

Dialogues should not contain information which is irrelevant or rarely 

needed. Every extra unit of information in a dialogue competes with 

the relevant units of information and diminishes their relative 

visibility.

 

 

Help users recognize, diagnose, and recover from errors

Error messages should be expressed in plain language (no 

codes), precisely indicate the problem, and constructively 

suggest a solution.

 

Help and documentation

Even though it is better if the system can be used without 

documentation, it may be necessary to provide help and 

documentation. Any such information should be easy to search, 

focused on the user's task, list concrete steps to be carried out, 

and not be too large.

 



Usability Testing Process: 
Finding hotspots & prioritizing fixes

- For each test or area being tested, document 
usability feedback (I like a whiteboard matrix for 
this). 

- Document the person who tested it, if the test was 
internal. Avoid design-by-CEO or loudest-voice-wins.

- A  results-matrix lets you see UX hotspots -- places 
where multiple users run into the same kinds of 
trouble.  A good rule of thumb: 

- 1 failure = defer a fix for later
- 3 failures = a serious UX bug that needs to be 

fixed ASAP



Pitfalls of hallway/discount testing

- Internal users have no real skin in the 
game ($$).

- Potential to promote a false sense 
that you’re doing usability right (if 
you’re not testing with real users, the 
software might be “easy to use” but 
might also miss critical usage 
patterns and needs.) 

- Potential for loudest voice/CEO/CTO 
wins. Using a visible test-matrix, 
including a wide mix of participants, 
and documenting your results can 
help avoid this.

- #1 Pitfall:  Potential to overfocus 
time/money/resources on trivial 
problems.  



EXAMPLE OF AN AGILE UX PITFALL

One day, someone posted to our group chat:  “Section is a 
bad name for this. Let’s call it something else.”  

This person wasn’t wrong, but making naming decisions 
based on random internal anxiety is bad UX.  

Ideally you should be doing usability tests and evaluations 
for everything you decide to change. 

  





- Usability testing isn’t free.  

- Usability testing takes time, thought and attention to 
the design of the test itself.

- Usability testing is work and needs to be considered 
as part of the iteration.

- Before you randomly decide to change something 
based on internal angst, make sure you have the 
cycles and support for a responsible UX testing 
process. 

  


