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Preface

| am pleased to present my master thesis on the redesign of a learning experience platform
admin panel at Nerds & Company. This thesis marks the end of my journey as an Industrial Design
Engineering student at the University of Twente. It is sometimes said that your student years are
the best years of your life, and although | can’t predict what lies ahead, | can understand why
this is said; the freedom, personal growth and creating lifelong friendships have truly made it an
exceptional time.

| am grateful for the opportunity to conclude this great student time at Nerds & Company,
where | spent eight months gaining valuable experience of working in a company setting. Here |

Summary

A growing number of companies and organisations are promoting a learning culture by
introducing opportunities for professional development through digital learning technologies,
leading to sustainable business success. Whereas learning management systems (LMSs)
consider the learner as a passive receiver of information, recently introduced learning experience
platforms (LXPs) aim to provide a more interactive and social digital learning experience.

Nerds & Company’s learning experience platform, ‘Blocks’, offers on-brand, customised solutions
for large organisations by compiling combinations of reusable learning software elements
tailored to clients’ requirements. Each Blocks LXP is supported by an admin panel backend, which

xUxe0aédagx ¢U@ Yai Oax alUal 00a0@ aU EE x@eaelUUaY Oax 400RUxe@x ¢UO¢ x@aeUUAalaU U acanibied egrnmpidhé dévalammelt ar innovation departments to create and manage learning

a gift, as it's not something that comes naturally to everyone.

A special thanks goes to my supervisor at Nerds & Company, Stef Rikhof, for his guidance
throughout this project. Your tips and support helped me make well-informed decisions that
contributed to the success of this project. To Team Studio and all other colleagues at Nerds &
Company, thank you for always being open to help, for all valuable insights into UX design and
Figma, and of course for the countless enjoyable moments during drinks and activities.

I would also like to thank my supervisor from the University of Twente, Francesca Toso. | greatly
appreciated your guidance, positive feedback, constant reminders to get enough rest, and
encouragement to make my own decisions and to keep asking why — a quality | believe is crucial
for any (UX) designer.

| am also grateful to all participants who generously offered their time and provided insightful
input during the interviews and usability tests. Without your help, this thesis would not have
reached its success.

Lastly, | would like to thank my friends and family for always encouraging me and believing in me.
A special thanks to my girlfriend Jodie, who | met just before starting this thesis, for allowing me
to have distracting fun breaks on the weekends with you and for supporting me every step of the

way. | am excited to see what the future holds with such great people around me.

Thank you all for taking the time to read this thesis, | hope you enjoy it!

Laura van den Berg
Enschede, January 2024

Oaac@ac Uad paanraig@e O4ax aclU@a Oax ¢ePéde O4dx a84aUcad eéeedad x0¢cOj »a
involvement in the development of the admin panel has resulted in counter-intuitive features, a
lack of information and overview, and inconsistencies across pages.

This thesis presents the design process and outcomes of an improved user experience (UX) for

uRaObea Oxala 404a@RY UaRRaAeUAU é@ d400x=0e aU ¢UQ ORPadacae al exdé
phase, strategy, leads to a broad understanding of the context of Blocks LXP and its stakeholders.

Incorporating a service blueprint and business model canvas into an interview with the founders

of Blocks points out the extensive service, value proposition, and long-term goals of Blocks.

Additionally, interviews with client organisations establish their goals, use context and an initial

understanding of the problem to be solved. Subsequent moderated usability tests with three

admin panel users result in a large overview of usability problems. These issues are categorised

according to UX planes and usability heuristics, highlighting a distinction between problems

encountered by beginner and experienced users. In the scope phase that follows, issues are

selected that relate to unclear hierarchy and terminology, the lack of intuitiveness when creating

Oax 4e0RU==e0UAU OaacgacY Oax Ua@uU OUGag O00QPaxee ca a0R@PeOag Uavuagdad

The third phase, structure, deals with the menu structure, terminology, information architecture

Oax 40éUUOcUAa4a ¢ca ®eadadc éePae Ua axUal ¢U@ xg@axeladx Uavadadglaa; ¢
then addresses additional issues related to navigation and placement of information, buttons, and

Ubaaaj °eUxUaU ex=gadae cUaael0 Oaacgac 04ag0claa Uae a2Uaarl gx Oi 4044
tooltips, and introducing a preview mode that provides direct feedback on the appearance of the

course being created.

Finally, all redesigned solutions are integrated into a Figma prototype and evaluated through a

second round of moderated usability testing, using the testing platform Maze. The results show

Oa aépaldnrr Vaddaéwagag Ua ¢UQ ex=08 ge6apalgado au urabObaea Oxala d0a
client organisations that manage LXPs for a growing number of approximately 8500 learners.

EOURD 2eUUQeclade 040 a0x@ UAd 2aa@® 40a004alaU UexeedeaeyY acUgax 40
further steps include prioritising the development of the suggested Ul solutions to establish a

solid foundation, continuing to involve (end) users, and keeping in mind usability heuristics such

as consistency.

Summary 5
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Acronyms

BMC
HCI
1A

Y /EA
L&D
LMS
LTI
LXP

Glossary

Business Model Canvas
Human-Computer Interaction
Information Architecture
acgaalbclaadr £cOaxOax AaUubalabclaa
Learning and Development
Learning Management System
Learning Tools Interoperability
Learning Experience Platform
AaUbalxebclaaldbnr @044UA4AU TeRcedd
AUOAZOORD Tadcdac AOYBO¢ ABUBA&ABA0OD AaxdR
Small or Medium-sized Enterprise

User Interface
User Experience
World Business Council for Sustainable Development

AaaxeOc £3000 O Cgaalaaraui

Terms

From p. 61 onwards
referred to as

@ alcUaa

Artikel / Article /
Highlight / Resource

Article / Artikel

Written piece of content, shown on an LXP’s
homepage and accessible in the content
library. Depending on the client, there may also
be a dedicated page for articles.

Challenge

A group of questions prior to a learning path

to test prior knowledge and to unlock or skip
essentials of which the questions are answered
correctly.

Challenge items

Questions within a challenge that are
connected to an essential.

Chapter items /

Question types that can be added to essentials.

werkvormen
Content group / Content section / . o )
. A group of essentials within a learning path.
segment Contentsectie
An e-learning component that consists of
) . different type of questions (chapter items).

Essentials / Learning . . .

Blocks Modules Essentials can be self studies, assignments, LTIs
a8 ETAAAx Oax 004 2cbOax aa ¢U
part of a learning path.

Feature that asks users about their interests

First Run during their initial login to the LXP, to allocate

tags to users.

[\

Qo

»

[

a»

Qo

(@]}

A chapter item that consists of images that can

:a[id: ap00Oagwa ¢ Ua be turned around to select the correct answer
or to provide information.
A chapter item that consists of an image with
Hotspot added marks (hotspots) which can be clicked

to receive information.

Hidden hotspot

A chapter item that consists of an image, in
which a mark (hotspot) should be dragged to
the correct location.

Tags / Interesses

Keywords or labels assigned to content, to
facilitate categorisation, organisation and
searchability based on common themes or
characteristics.

Knowledge check

A test at the end of a learning path to test
whether the content is learned correctly.

Knowledge check
items

Questions within a knowledge check. These
are the same as the challenge items of an
essential and learning path (in the current
platform).

Learning paths
/ Leerpaden /
Modules

Learning paths /
Leerpaden

A collection of essentials, structured in content
groups. A learning path may begin with a
challenge and/or end with a knowledge check.

Leerpadgroepen /
Courses

A collection of learning paths.

Meerkeuzevraag
/ multiple choice
question

A chapter item; question with one correct
answer (in contrast to ‘multiple response
question’ which can have multiple correct
answers).

Aaxadb0OU0¢ ¢

A type of essential that can be signed off by

assignment authorised admins after completion.
A chapter item in which a number can be
Slider selected by dragging a movable circle along a

bar.

Toolkit Items /
Additional materials

Additional materials
/ Aanvullend
materiaal

Supplementary learning materials, which can
stand on its own or be part of a learning path,
for example to add background information.

Training / training

EOUDxeRDdx @xe00¢cUaa0R ePxal

time and place with a trainer.

Vinkvraag / multiple
response question

A chapter item; question with multiple correct
answers (in contrast to ‘multiple choice
question’, which has one correct answer).

Widget

Content slider

A collection of content (e.g. essentials, learning
paths, trainings) to browse through on the
homepage.

Zelfstudie / self
study

Mostly used type of essential, consisting of
chapter items and possibly having challenge /
knowledge check items connected to it, which
are used in learning paths.

Glossary
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curation, Al-based recommendations and training, learning data analytics in dashboards and
1. Introduction ecommendatons and g, eamig Gata arlycs i ostoacs
reports, chatbots, integration with e-learning content providers, and integration with third-
party technology platforms (TechTarget, 2022). Some LXPs also enable any employee to publish
RBOA4aUAU Oaac@ac; xxUcUaaldRRIY (EAze 040 éxeORRI 4042a4a0RUadx Oax
1.1 BaCkg round other rewards to stimulate participation and motivation (Cockrill, 2021). All in all, an LXP provides a
| ) N R ) ) ) o L . o R more user-centric, interactive, social and personalised learning experience compared to an LMS.
Inthd AG¢UZAaROaxaeyY oj-~ aURRUAA d04aaRY OUOAUDx YaOe ad 2¢c0acdx €adbpUAU U4 ¢UQ &eaec 4e0acTa aU ¥E¥Y¥
This is almost 400.000 more than the year before (Centraal Bureau voor de Statistiek, 2022). In a
. o _ N 1.2 Nerds & Company
time when more and more people are changing jobs or starting to work, learning is particularly

relevant to require proper training and onboarding, as well as to retain current employees at a Nerds & Company is a software company in Enschede that is founded in 2015 and is specialised
company (Ferreira & Santos, 2022; Lin & Huang, 2021). Additionally, learning is a crucial factor in designing and developing all kinds of custom (web)applications and digital products for
Uad JaaRai00@® ca xPEéPRAA adé =bURRx O4ax PeadaUPadd O =Pa=® aU UeR Ragac Ua ¢U@UA orgafisations, Sudhiad Webahdps, learning platforms and customer portals, as well as automating
an increasing number of companies and organisations are promoting a learning culture by business processes (Nerds & Company, n.d.-a).

introducing digital learning technologies for professional development (Ferreira & Santos, 2022;

cUa ™ »e0aUyY ¥£¥oej "4 44U04aUx0¢cUaadbR RP04aAUAU OeRcedd >A e UOOURUGOcB = O04eUaUAGLING 8% explayedsUndrk git) dallitidisciplinary teams, each composed of a product owner

information and knowledge to employees, which encourages them to learn continuously and and several back-end and front-end developers. Furthermore, team Studio is formed by User
collaboratively to improve their competencies and job performance. This leads to a collective Experience (UX) and User Interface (Ul) designers. The entire organisational chart of Nerds &
vision for the organisation and prepares the workforce for rapid changes and demands. Company can be found in Figure 1.1.

Establishing a learning culture is especially critical for sustainable business success, as it has a
positive impact on key aspects such as strategy, innovation, employee attitude and engagement
(Ferreira & Santos, 2022; Lin & Huang, 2021).

To manage such a learning culture, an increasing number of digital learning technologies are
available for learning and development (L&D) teams to introduce in their organisations (Ferreira

& Santos, 2022). A recent study that examined 94 L&D practices in over 1000 organisations
worldwide revealed that organisations with L&D teams that experiment and innovate with new
learning technologies and approaches are more than twice as likely to innovate compared to
companies that do not engage in similar initiatives (Bersin, 2022; Lewis, 2022).

The concept of traditional learning, where education takes place in a single physical location,
is becoming increasingly less relevant in a world where anyone with an internet connection
has access to vast amounts of knowledge (Turnbull et al., 2020). In addition, the emergence of
communication technology attempts to satisfy the demands of modern learners who are seeking
a44@ @eUOURUgi Ua ¢U@Ua R@Oaalauly edacglal ¢ca 0éalx aUUUx O¢cax0ad@ cUagaeVy RAOOcUadaeY Oax aaxge
of participation. These communication technologies and mobile devices have enabled learners
to acquire knowledge from various sources at any desired location. This trend is followed by the
development of learning management systems (LMSs): software applications or web-based
df0cladae ¢c00¢ O4Q exedx ca xPRUEPAY OaadRP¢P Oax OmePea ®d000 O Bxe00¢Uaa0B OadcPig P AUAALE ™ 1222041 OadeUmce 4U 4acUé0cOx O4dx 40@@UatOcd RAD
outcomes, as well as to support administrative functions (Cockrill, 2021; Ferreira & Santos, 2022;
Turnbull et al., 2020). LMSs such as Blackboard, Moodle and Canvas have been the basis for online
support of learners for decades. Generally, an LMS provides learning management support on the

Figure 1.1: Organisational chart Nerds & Company

due to their extensive expertise in software development and constant pursuit of knowledge in

¢cUgUa @Rx auU eaadbj; AcUD4a ¢OReda UaORexd ¢c40ax=adagadiy gaedRrRUgl Oax
project, clients are involved to establish a tailored approach that includes activities such as user

one hand, and a learning platform for the learner on the other hand (Cockrill, 2021). research, prototyping, testing, front-end and back-end development. Using the Scrum project

management method (Schwaber & Sutherland, 2020), well-functioning software is developed

Ua 2d4Uace aU O é0x clag agalax; Uc@d O ddaxel¢ Uee x@RUEGADX ca ¢
continue to be closely involved in the further development, to make sure it remains up to date and

While an LMS lacks interactivity and considers the learner as a passive receiver of information,
in recent years new platforms have been developed which aim to provide a more interactive
and social learning experience: the so-called Learning Experience Platforms (LXPs) (Cockrill,
2021). This term was invented by Josh Bersin, who compared LXPs to digital TVs or social media

well-functioning (Nerds & Company, n.d.-b).

platforms, with features such as scrolling through content, machine-driven recommendations
and search options (Bersin, 2017). LXPs contain a wide range of content types, such as articles,

10 11



1.3 Problem Statement

Aa@ af the products developed by Nerds & Company is called ‘Blocks LXP’ (from now on also

referred to as just ‘Blocks’). This is a collaboration with RMMBR (pronounced as ‘remember’); an

agency that is focused on digital learning (RMMBR, n.d.). RMMBR is responsible for the learning

content of the LXPs, while Nerds & Company design and develop the platforms. Blocks makes

e al secOax0adx gelaeclal gRYaBAace Oax UPOceddai CUUx adbbgdae Ug¢ 2440 @U OUQA4ac ¢ca 40ex=0
components among different clients, while still offering an on-brand, customised platform and

[N
O
Qo
c:
»
(04
8

support service. Figure 1.2 illustrates an example of how different brands have a unique platform

in terms of front-end looks while reusing the same blocks, such as a hero section, highlighted

learning paths and favourites. The names of blocks may also differ per client (e.g. highlights

versus resources). This way, every client has a unique composition of blocks, while the blocks

themselves, in terms of software, are reusable. Within Blocks, an 'essential’ is an assignment or

self-study that may consist of chapter items such as different types of questions, information

484aéUxeVaayY Ui OO0&x=x a8 =RUxPax| ,ex204acU0Re 004 OR=a 0@ 0Oaadlagx Uaca =a OORRDx RPBOA a
AcUga UgOceddae aU uRadObe UadRrRexg 04cUORPBaeY a@xUO0Y aU Uag cadlalalaxyY d08x2aa0RUedx x0alUbada
real-time insight into progress and results, and many more learning elements (Blocks LXP, n.d.).

[SS
[a]
[N
C

End-users of Blocks are usually employees of the client companies, but can also be, for example,
(employees of) external partners of clients.

The developed LXP is managed by clients or by RMMBR by creating and delivering personalised

learning content to the end-users, as well as managing user data. This is done at the admin

panel of the LXP. Although the composition of the admin panel depends on the blocks that each

client has, the look and feel is the same for every client. However, since this admin panel is directly

made by developers without conducting thorough research into the wishes and needs of the

users, this has led to poor user experience and other usability problems. As a result, many features

are implicit and are clear for the developers, but not intuitive for the users. Additionally, there is a

lack of coherence across the various pages, for example when one page has a search bar and

others do not. This may create a sense of inconsistency that users may feel as a lack of continuity

Oax RAUUOOR aé Ua a0éUlUOcUAU ¢UB 600 Uc@i & uRadObe OadaclUaeédeae ca Udaey OxxUglUaaldRrR UgOceddae 04U
added without constant consideration whether they match the overall platform. This has made it

xUU OeR¢ Uaad Oxalae ca 40éUUO¢@ Oax ax ¢U@ Uavadadelaa ¢UQi 4a08@ x|

AegaloRrRrRY ¢cU0@ 44a0RQa aecOcPdadac cUOc eURR O UedcUPa Vaé@aeclUOc@x U4 ¢cl0Uae ¢cUdaele 004 00 2eaadidlaedx
as follows:

avsdeeU OUQac exedad 40a2@0480U0 Ua cU® Oxala a0agR aU pRabOba ¢EA UOzx a0xeéeR¢@x Ua UaarUOU¢ Oax
UaOaadaeUec@ac UBOceadaeyY eUURY a0RGEé0O4ac UaladadcUaa Ue UagU OUGA&acR 00002 U0ORY ¢ca Oxalaxia

Figure 1.2: Reusable blocks personalised to client’s brand

12

13



1.4 Research Objectives

Based on the described problem, this thesis aims to reveal actual user and stakeholder needs
regarding the use of Blocks and implement this in a design for an improved user experience and
user interface for the admin panel of Blocks, in which user learning data is managed and different

types of (e-)learning content can be created and delivered to employees and other end-users.

This leads to the following main research question:
a»aé 004 ¢cUQ ¢=08 Peagalgady au cUg Oxala ada
a0a0Ug Oax xgRUéAE Oexecaalaedx RPO&aAUAU geadal

To answer the research question, the following questions and sub-questions will be dealt with.

1. What do users and other stakeholders want to achieve with Blocks LXP, and why?
a. Who are the users, end-users and other stakeholders of Blocks and what are their roles?
b. What are the business goals of Blocks LXP?
c. What do organisations want to achieve with Blocks?
d. What are characteristics and needs of the admins of Blocks?
e

2. Literature Review

This chapter presents the literature review results on the concepts of user experience and usability

in relation to website design and learning technologies, including an explanation of Jakob Nielson’s

ten usability heuristics for user interface design (Nielsen, 2020). Moreover, literature regarding

gUU@OcUeéed Oax U OUBac é0iae aU R@0O44aUaU ageée Uavaaadclaa Oax eebURRe

agR al pradbae (EA ¢ ¢cUQ a0dxe aU Oxalazx eUa
aU0aoo= ¢a paasaioo= Oax acloa oax exPiFjaar Experience and Usability

The success of any product, system or service designed for human use, and therefore also within

¢cU@ @Rx auU »ealda faadecdad %ac@aldOclaa »»TueY Uae 0aaaeUx@0a@x ca x@Aag
eeO0URUcI Oax eelda&d Pe3a0aAUCA0D >EE® >»0@aeda ™ °OROR ,x@B@AY ¥foace;
these terms are generally hard to distinguish, as a widely accepted viewpoint on the relationship

between the two is missing (Hassan & Galal-Edeen, 2017; Sauer et al., 2020). Therefore, the

x@ aUcUade aU e6a2O00URUcI Oax ex=ga Weapaloado eURR O debalagxy Oae &
other.

EUO¢c 04@ dUU@OcUéD Oax @U OU@ac é0iae VUad DaaRaigd@e ca RP0OA4 age Vavadaldclaa Oax e@bURR&?

2. How is Blocks LXP currently used?
a. What are the current functionalities of (the admin panel of) Blocks?
b. How do organisations currently use the functionalities of Blocks and its admin panel?
c. What problems do users encounter when using the Blocks admin panel?

3. How can user insights be translated into a redesign of (parts of) the Blocks admin panel to
bridge the gap between the goals (ql) and the current use (q2)?
a. What usability problems should be prioritised to address?

2.1.1 What is Usability?

The term ‘usability’ was introduced in the 1980s, serving as a replacement for the terms ‘user

ValgaxRUadaeea Oax RB0x=0 aU é=da >A£0ega O¢c ORiY ¥£¥feej £Uad0T ¢cUd
been proposed, typically involving objective outcome measures related to performance, as well

O 2edYQBOcUéD aec0aag® aPl0xedPei CUUx Uxe ORxa ¢U@ O00x@ Ua ¢U@ &l
acgaa0cUaaldRrR £cOax08x AdUOaUx=0Ocla4a »¥aEAe Ua VaEtheed@rtmoY e60UO0 x
6UUOU O d4axe0¢ 004 OO ex@x Ol 24000 POx é¢xPde ca OOUULDED 400U @
U OU@adi Oax a0¢UxU00¢U44d Ua O 25300WaigRaOAEYAE0RABANDAEUiIOcUAS

"UcPad Oxxa@eaelal BUc@PAaOcedd ¢ca UOUA O xPgpaga eaxPaecO0axUal au ¢UO x@ aUcUaa au e msighdaditdichdo@pooyY
eeO0URUcIY O4ax gUU@OcUéD Oax U OUGag é0iae ca RPO&4 a@ée UaladadcUaa Oax ®bURReY OUOEcTA ! eURR UeadcUBa

elaborate on the design process, the research activities and in which phase each research
question will be discussed in this thesis.

14

2.1.2 What is User Experience?

User experience is often considered a vague and ambiguous concept with a large diversity in

aalalaae >»0xeaeda ™ °OROR  xPPAY ¥£o2@ £0e0a Oc OR;Y up¥saes Ysd UAEA -§
perceptions and responses resulting from the use and/or anticipated use of a product, system

orservice 3 >%ac@840c¢UaadR AaUubalidcUaa Uaa £¢0ax0axU0idclUaay ¥£ofej EU
dacPeae cUOc éax=@& dnchded AlZtheduBers emotions, beliefs, preferences, perceptions,

physical and psychological responses, behaviours and accomplishments that occur before,

during and after use

CUg RO&AU® ¢é04aU@ci aU x@ alUgUade aU ¢x0a ea0algado Ua 40200400 RUg
Sauer et al. (2020), who summarised them into three main relationships with usability, as depicted

Ua tUUead ¥ija; tUdecRiY 208 Jeaalgdadd 004 00 x@ agx 00Oa4dxU4aU ca O
broadest perspective, encompassing all subjective, emotional and behavioural consequences

of a user’s interaction with a product, as an extension of the usability concept. The second type

d0aVa8ad0adg apO=xeddae aU ¢200URUcI >Uj@Bi U OUGadi Oax gUUBOcUEDAS

narrowest one, distinguishing user experience completely from the usability concept and solely
focusing on the affective outcome of the interaction (Sauer et al., 2020).

Literature Review 15



Figure 2.1: Different views on the relationship between usability and user experience: (a) broad-

c@éc Ua O Oaabj pi e=U4aU UOaURUOA cadaae Oax OOcUaaeyY ¢=dae 6URR

ax

Va0ag0xeVal eedd O0aa xPad@ Oax Oaaladc Ua eeUaU ¢UQ UacBal00d >%ORY

2.2.3 User Control and Freedom
Users need to be able to reverse actions after making mistakes (Nielsen, 2020; Rosala, 2020).
Providing ‘undo’, ‘back’, ‘cancel’ or ‘close’ options are common ways to support a feeling of

Udoogxaa Oax 0aa x@adg; AOPUAU ¢U0aew aadaclade ORDOARI éUeUORD 40O0R

frustration when errors occur. Therefore, design patterns that lock users into irreversible actions
without their approval should be avoided.

2.2.4 Consistency and Standards

Consistency in user interface design is essential for enhancing predictability, learnability, and
reducing cognitive load for users (Krause, 2021; Nielsen, 2020). Therefore, maintaining consistency
is crucial both within a product and in accordance with industry conventions. The various layers of
consistency and standards relate to visual elements (e.g. colours, icons, typography), page and
button layout, user-entered data (e.g. dates, phone numbers) and content (e.g. tone of voice,
terminology) (Krause, 2021).
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In the context of this thesis, user experience is approached from a holistic perspective, assuming
that achieving high performance measures in usability also evokes positive emotions for users.

2.2 Usability Heuristics for User Interface Design

Focusing on digital user interfaces, widely used rules of thumb to avoid usability problems or to
evaluate user interfaces are the ten usability heuristics for user interface design by Jakob Nielsen
(Nielsen, 1994, 2020). These heuristics were initially developed in 1994 by analysing 249 usability
problems and have remained relevant and unchanged ever since (Nielsen, 1994, 2020). The ten

Rather than blaming users for making an error, designers should take responsibility for making
it too easy for the user to commit errors (Laubheimer, 2015a). User errors fall into two categories:
slips, often made by expert users performing another action than intended, and mistakes resulting
from misaligned goals or expectations, for example when users think something is a button while

it is not clickable (Laubheimer, 2015a, 2015b). Slips can be avoided by including helpful constraints
or offering suggestions, such as search bar assistance or by offering reasonable default settings
(Laubheimer, 2015a). To address mistakes, the gap between users’ and designers’ mental models
should be discovered and bridged, using design conventions, clear affordances, and preview
features (Laubheimer, 2015b). Additionally, both slips and mistakes could be prevented by

agxe0UaU agaaal Oeaxgaey VasdRgagaclal 0aa 4adclase OQUAAD xBRAcU

and providing warnings.
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on in later phases in this thesis.

2.2.1 Visibility of System Status

2.2.6 Recognition rather than Recall
Users should not be solely dependent on their memory to perform tasks (Joyce, 2020; Nielsen,
2020). Recognition and recall are mainly distinguished by the number of cues that help in

CU@ &zxc U@e8UacU0 Uae O0Oaéc 4842éUx0aU Ug@ax000OP a4 ¢cU@ =iecPaae acbcea Oax aécdamgnarydeyieya .URgeal involves fewer cues than recognition, making it more challenging.

as possible (Nielsen, 2020). This heuristic encourages open and continuous communication
and transparency, contributing to a feeling of trust, certainty and being in control (Harley, 2018).
Examples could include loading indicators, progress bars, and completion messages to let users
know that their actions are being processed.

2.2.2 Match between System and the Real World

To ensure that the experience feels intuitive for users, it is essential to align the language,
terminology, and concepts with real-world conventions (Kaley, 2018; Nielsen, 2020). This may
include using icons that represent objects in the real world, such as saving a document in a folder.
Such metaphors are widely established in each culture. For example, in the Western world, we
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photo album, and highlighting text that may feel like using a coloured marker to select important
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Therefore, elements, actions, options and other contextual information should be visible and easily
accessible to assist users in retrieving information from memory. For example, selecting an option
from a list requires less memory load than accurately typing it into a search bar. Additionally,
the user should not have to remember information from one part of the interface to another. As
a result, help should, for example, be provided in context instead of offering a lengthy tutorial on
another page that needs to be memorised.
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The design should accommodate the needs of both inexperienced and experienced users
(Laubheimer, 2020; Nielsen, 2020). While beginners should be able to perform tasks with ease,
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accelerators such as keyboard shortcuts. These shortcuts should be unobtrusive for novice users,
while remaining discoverable for experienced users.

2.2.8 Aesthetic and Minimalist Design

2.3.2 Short-term memory
Aa0@ O¢caclaa Ue 004ceddxyY UavUadadclaa Ue ¢ca0aeUpiadx ca 20adg ¢@
to hold on to ideas or thoughts long enough to take action (Dirksen, 2016). Repetition serves to
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users from the information needed for their primary goals (Fessenden, 2021; Nielsen, 2020).

repetition eventually passes the information onto long-term memory.
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of functionality, while people often associate aesthetic designs as easy to use (Fessenden, 2021).
Several design principles support aesthetic and minimalist design, such as the gestalt principles
and implementing visual hierarchy to direct users’ attention across the page.

2.2.9 Help Users Recognize, Diagnose, and Recover from Errors

Error messages should be designed to assist users in understanding the issue and resolving

it effectively (Neussesser & Sunwall, 2023; Nielsen, 2020). Therefore, such messages should be
noticeable and recognisable to users and use language familiar to users rather than technical
jargon. Additionally, the issue should be concisely described, as well as provide clear guidance
on how to recover from mistakes.

2.2.10 Help and Documentation

Despite a well-designed interface, users may still need assistance (Neussesser & Sunwall, 2023;
Nielsen, 2020). As a result, the system should offer accessible documentation and instructions.
Proactive help is provided to prevent issues before users encounter problems, such as onboarding

The widely known statistic about the number of items in working memory is approximately 7 +

2 (Miller, 1956). However, this number can vary based on the use of memory aids. For example,

chunking information into smaller, similar or sequentially items, or using items from long-term

memory facilitates memorisation. Applying chunking in learning design, for example by creating

smaller steps into categories, encourages leaners to concentrate on one section at a time,

dadoRUAU ¢cUQa ca a3aabPaeaxe Oax agagadwa ValadadbcUaa aadao gU OUDAcGRI
learners in learning activities causes them to retain the information longer and increases the

chance of transferring it to long-term memory (Dirksen, 2016).

2.3.3 Long-term memory

The ultimate goal of closing the knowledge gap is to ensure that information is integrated into
long-term memory, where it can easily be retrieved and becomes part of a network of associations
(Dirksen, 2016). Information becomes more accessible and memorable when it is based in a rich
context through numerous associations. The study environment or context being part of these
associations makes in-context learning highly effective.
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instructions should be brief, easy to scan, and incorporate features like search options, graphics,
and videos.

2.3 Design for Learning

Besides the learning content itself, the way it is delivered largely impacts its effectiveness

(Dirksen, 2016). A learning experience does not merely aim for learners to know more, but to do
more with that knowledge. For example, a nice looking e-learning course is useless if it does not

provoke changes in a learner’s knowledge, skills, or behaviour. To design such successful learning
experiences, it is critical to understand the learners’ wants, current skill level and learning styles.

Moreover, it is important to identify what gaps should be bridged in the learning journey. Besides

a knowledge gap, this could involve gaps in skills, motivation, habits and environment (Dirksen,
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can be retrieved and combined to eventually use this information to build skills. This section will
elaborate on sensory, short-term and long-term memory, and what implications this has on
learning design, illustrating how an LXP can contribute to the learning experience of learners.

2.3.1 Sensory memory

CUZ R¢@& aU ORR 40a0@acUadae Oax PaxeOc¢lade ocOace U4 ePaxadi agaadi
go unnoticed, unless something grabs attention (Dirksen, 2016). Incorporating this in learning

design suggests that implementing a consistent format requires no mental energy to the format,

directing more focus to the content. However, excessive consistency may lead to learners

ignoring elements, which is called ‘habituation’, for example when using identical feedback in the

same location. Therefore, implementing diverse teaching methods becomes a valuable tool for

maintaining attention (Dirksen, 2016).

18

ultimate intended use. Therefore, recognition activities are effective for identifying correct answers,
while learning to recall information is necessary for requiring spontaneous retrieval. Although
repetition can effectively transfer information to long-term memory, it is a limited strategy due to
the low amount of associations it generates (Dirksen, 2016).
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3.1.1 The Strategy Plane

3 . I\/I et h O d O I O gy The strategy element involves setting clear goals and objectives for the user experience. It is the
foundation on which all future decisions should be based. It focuses on understanding the target
audience, their needs, and aligning the design with the overall business or project objectives
(Garrett, 2011). Therefore, the aim of the strategy phase in this project is to gain an understanding

In this chapter ‘the elements of user experience’ will be introduced as a foundation for this project. of Blocks and its broader context and user requirements. Consequently, this involves analysing
Furthermore, the research activities will be discussed and placed within a double diamond model stakeholders, business objectives, current use and user needs regarding Blocks and its admin
that illustrates the design process. Moreover, the thesis structure will be outlined. panel.

3.1 The Elements of User Experience 3.1.2 The Scope Plane

To address the research questions presented in chapter 1.4, ‘the elements of user experience’ In the scope plane, all insights from the strategy plane will be translated into functional and
by Jesse James Garrett will be followed (Garrett, 2011). These elements break down the process content requirements for the product. This helps determine what features, functions and content
of designing the user experience into smaller parts, ensuring that every aspect of the user’s should and should not be included to meet the user's needs and the product goals within the
Peadalgdadd éU¢U ¢UQ d8axe0¢ Ue x@RUOBA0OcERI Oax OadeeOUaeeRi a4R044a0 x| tUVU&AT |jo URmaeetsLdsimniatsdGapette @11). The scope plane is especially relevant to determine what
elements or planes: strategy, scope, structure, skeleton and surface. Starting from the bottom, parts of the admin panel will be tackled based on a prioritisation of user pain points that will be
OO0 aRO04D VabexPae a4 3480 24000 O x@¢cOURae Oax xg@OUaxUadeae; uncovered in the strategy plane.

The choices that are made in each plane depend on the ones of the planes below it. This does, 3.1.3 The Structure Plane

Vaegeéeogay aac agOa ¢UO¢ pégai aB0ag ®UaeRx O aleU@Bx OQUaAD ®ecOacUaU ¢cUQ adec 4RO amp@stddAdRigem itiddes interaction design and information architecture. Interaction design

a lower plane can also be re-evaluated while making choices in the current plane. concerns the behaviour of the system in response to the user, while information architecture

involves creating a logical and intuitive arrangement of content elements that allows users
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for the admin panel will be suggested regarding the pain points corresponding to the structure

plane.

3.1.4 The Skeleton Plane

The skeleton element deals with interface, navigation and information design. In this plane,
the optimal placement of screen elements, such as buttons, controls, images and text will be
determined, while presenting the information in an understandable way (Garrett, 2011). Similar to
the structure plane, the pain points corresponding to the skeleton plane will be addressed in this
phase.

3.1.5 The Surface Plane

The surface plane relates to the visual presentation of the user interface. It involves the selection
of colours, typography, imagery, and other visual elements that give the product its look and
feel, and provides the desired sensory experience. The surface element aims to create a visually
attractive and cohesive design that enhances the overall use experience (Garrett, 2011). Since the
visual style of Blocks is already determined, this plane will be combined with the skeleton plane.

3.1.6 Product as Functionality and Information Platform

CUgaegd é0 aR04ae 004 OO Oxx8Peaedx a0U0&xUAU céa 4042a00c¢cUédaei /
product can be considered as a platform of functionality, consisting of a set of tools that can
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can be seen in Figure 3.2.
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3.2 Design Process and Thesis Structure

Besides the elements of user experience, the followed design process is also based on the

double diamond, developed by the British Design Council (Design Council, 2019). This is a visual

xPgaedadliaclaa aU ¢cUQ UcgabclUéd xPaelU4 48a0Paee 60000 Ua xUéUx@x Uaca
develop and deliver. The pair of diamonds symbolise a process of analysing an issue more

widely (divergent thinking) and then narrowing down to focused steps (convergent thinking).

Figure 3.3 illustrates how the various research activities, as will be discussed in chapter 3.3, and
deliverables can be placed in the double diamond model, and how these are related to the
¢ tePd Peagdaloadw aR0aP e CUDB ¢cUPBaxUe ®cédedcedd Uae ORaxea UaORExD X
a larger emphasise is placed on the strategy plane, since the development of Blocks lacked
a solid foundation from this plane. Instead, development started fast and new features were
added continuously without thorough user research, as mentioned in the introduction.

As illustrated, the strategy plane is, in this case, also depicted as an individual diamond, in

which the diverging phase analyses Blocks as a whole and the converging phase focuses on

the admin panel. Within this diamond, a separate distinction is made between the goals and

the current use of both Blocks as a whole and the admin panel. After this, the scope plane will

Oc¢cc@adg ca ORa=e@ ¢U® U043 OWcéwwa UaORae Oax Oeddgac eed Ol ®@@R@0OcUAL
be addressed through determined selection criteria. Subsequently, solutions for the established

problems will be formed by designing and prototyping new user interfaces in Figma and testing

these with users.
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Figure 3.3: Design process and thesis structure
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3 3 Research Activities remaining sessions. Audio was recorded and transcribed, and screen recordings were made for
] review purposes. More details regarding the procedure, tasks and questions will be discussed in

The main research activities that have been conducted with users and other stakeholders, who the corresponding chapters.

will be introduced in detail in the next chapter, are interviews and usability tests.

All participants in this study received the information brochure that can be found in Appendix A.1
and signed the informed consent as presented in Appendix A.2.

3.3.1 Interviews

During the strategy phase, six online semi-structured interviews, with a total of eight
stakeholders, have been carried out in order to answer research questions 1 and 2. Generally,
semi-structured interviews aim to gather information about a set of central topics, while also
allowing some exploration when new issues or topics arise (Wilson, 2013). In this case, the goal
of interviewing users and other stakeholders is to gain a deeper understanding of the context
and background of Blocks and how it is used, as well as to discover what all stakeholders want
to achieve with Blocks. Interviews have also been used as part of usability tests, to uncover what
problems users encounter when using the admin panel of Blocks and to gather more useful
feedback of the redesign.

AU ORR UacpaélUge agOaadxUalay ca0ae0aliaclaae U060 0004 abxgi £U4A00 ¢cU0@ VacpadélUgeéae Oax éx08 cBacee
have been conducted in Dutch, the transcriptions have been translated to English for this thesis.

3.3.2 Usability Testing

In user-centred design, it is essential to evaluate usability throughout the whole design process
(Norman & Kirakowski, 2017). Therefore, usability testing has been performed during the strategy
phase as well as in a later phase when new user interfaces have been designed. In usability

testing a distinction can be made between formative testing and summative testing (Joyce,

2019; Norman & Kirakowski, 2017; Sauer et al., 2020). Formative evaluations are usually done while
testing iterations throughout a (re)design project and aim to gather user feedback and identify
48a0RPae 40U0&xUAU éx=ga a8axedc UacgadbOclUaa Ua aax?8 ca Uaaaaéd Ugi Aa ¢cU@ 0aacaddaiy 2eaabclég
testing is usually done just before or after launching a product to assess the overall usability

and quality of the user-product interaction compared to an earlier version, another product,
standards or requirements. Although formative evaluation is often qualitative and summative
evaluation is often quantitative, it does not always have to be the case (Joyce, 2019; Sauer et al.,
2020). In this project, qualitative formative testing has been conductecd, allowing more room for
feedback and design suggestions.

Similar to typical usability tests (Norman & Kirakowski, 2017; Sauer et al., 2020), in both

moderated usability test rounds, users of several clients were requested to perform a number of

340x0 a@x ¢Oxebae Ua ¢U@ Oxala a0agnR Oax Ua ¢UQ 40x@xeUUagdx d8acaciadi “a OxxUglaay a0acU0U&ab4acae
were asked to think aloud while interacting with the platform to provide further valuable
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to gather feedback and identify usability problems to be addressed in the design phase to
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using testing platform Maze, aimed to discover to what extend the usability of the redesign in a
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Figma prototype has been improved compared to the current admin panel, and what issues still
need improvement.
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4.1 Stakeholder Analysis

A stakeholder is anyone who is interested in a project, product or company, or who has power,
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has interest in Blocks or who collaborates on the realisation of the platform. Blocks is currently
used by six large organisations with a total number of approximately 8500 active learners. Figure
4.1 shows the stakeholder map of Blocks. This map is based on an interview with the product owner
of RMMBR about the context, users and roles of Blocks (see transcript in Appendix B.1). Additionally,
feedback from RMMBR and Nerds & Company (see transcript in Appendix B.2) is incorporated and
¢08U @x Ua ROc@a UacpaélUdéae 6UcU ORUDAca|

The map illustrates how the owners and founders of Blocks (i.e. RMMBR and Nerds & Company)
are related to the users of the admin panel and the end-users of Blocks. The arrows represent
communication with the various partners. Although some clients have more communication with
either RMMBR or Nerds & Company, the communication is never exclusively with one of them.
Additionally, not all clients use the admin panel themselves. An introduction to all stakeholders
in relation to Blocks will be discussed in the remainder of this subchapter. This information is
partly based on interviews with clients, of which the transcripts can be found in Appendix B. More

xUQUU@agac xUUUcOR ¢@0O0OUUAU agclaxaeVy 2e0U0 Ox 4¢daeclaaaeyY Ua O00&axea
include communication with clients and project management.

aY@O¢Y ®ecOPBUAaRxD A {d bk hEbiRd PR&R @o';lc,éerning Blocks are the product owner, founder & director and
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the admin panel, as he has use experience in admin panels of multiple clients besides being the
main user of the admin panel of VodafoneZiggo.

4.1.2 Nerds & Company

Nerds & Company is already substantially introduced in chapter 1.4. ‘Team 4’ is mainly responsible
Uaad pRaOPeaeyY Ua e0UOU0 ¢UD d4axe0¢ aceaga Oax 1CA 040 aamxc Uaearégx Ua ¢

4.1.3 VodafoneZiggo

VodafonezZiggo is a Dutch company offering communication and entertainment services to
consumers and businesses. It is a joint venture of Liberty Global, the biggest international TV and
broadband internet company, and Vodafone Group, one of the world’s biggest telecommunication
companies ( VodafoneZiggo , n.d.).

UaUadabcUaa agU0&xU4aU 240U O ORUG4acae UabRe al prabOPae URR OO xUaebeéeaedx Ua OUOEcTE §i!i

Figure 4.1: Stakeholder map Blocks LXP

4.1.1 RMMBR

As presented in the introduction, RMMBR (pronounced as ‘remember’) is an agency located in

Amsterdam, that is focused on digital learning (RMMBR, n.d.). They are experienced in creating,
designing, writing and delivering digital or blended learning solutions. Therefore, within Blocks

RMMBR is responsible for creating content for the platform, such as text, images and a variety of

30
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VodafonezZiggo have their own platform in which their employees receive their learning experience.

Although there are two separate platforms, they are both managed in the same admin panel.

Instead of using the admin panel themselves, VodafoneZiggo chose to let RMMBR manage the

whole platform for them. For this reason, VodafoneZiggo will not be involved in the user studies

regarding the admin panel of Blocks.

4.1.4 Adidas

Adidas is a German multinational that designs and produces sport shoes, clothes and accessories
(Adidas, n.d.). The Blocks environment of Adidas is not used by their own employees, but solely
by employees of external agencies, such as call centres. The main user of the admin panel is
a learning specialist at the global digital operations department. Due to a non-disclosure
agreement with Nerds & Company, Adidas will also not be involved in the user research of this
project.

4.1.5 Loyens & Loeff
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world (Loyens & Loeff, n.d.). Unlike other clients, Blocks is not used by the learning & development

department. Instead, Loyens & Loeff uses Blocks for an ‘Innovation Experience’, that originated

Udaa 04 UaaaéebcUaa OUORRBAU® Ua eUUOU ROéigaae Oax ¢cOe OxéUaePaae
solutions for a problem that they experienced at their work. The Innovation Experience consists

of one course with multiple components and aims to provide all employees with the same level

of knowledge regarding innovation. Therefore, the users of the admin panel are innovation

managers and advisors. The innovation department was established to digitalise and automate

tasks to increase job satisfaction in the law business which traditionally involves much paper

work. Besides employees, end-users will in the future also be (law) students who can therefore
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4.1.6 WBCSD
WBCSD stands for the ‘World Business Council for Sustainable Development’, and is the premier

will be described in chapter 4.4.1. Additionally, end-users are usually employees of their own
organisation, but can also be employees of partner organisations or students. Chapter 4.3 will

URAaOORY 1,A BOx OeaeadU0OcUaa aU Odacax ¥ £ Oéxeladaeade ¢00¢c OUaae ca cabaxUada ¢cUg ®lakerstg fydbes oa thg goals of client companies regarding Blocks.

to a more sustainable one (World Business Council for Sustainable Development, n.d.). These
member companies are typically international leading companies within a sector, such as Shell
within the oil and gas industry, and Meta, Google and Microsoft within the technology sector.
WBCSD searches for solutions together with businesses and offers guidance, tools and platforms
to tackle climate, nature and inequality challenges across sectors and geographical regions. The
member businesses do not only represent a total of 19 million employees, but are also responsible
for 20% of all greenhouse gas emissions on our planet. Therefore, WBCSDs global network of
almost 70 national business councils around the world has a unique position to deliver impactful
solutions.

In May 2023 WBCSD started using Blocks to offer an LXP to business professionals who have the
resources to run a company and understand the language that is obtained at business studies.
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Ca ad out more about the design, development and delivery process of Blocks and what steps
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in a business model canvas together. The transcript of this interview can be found in Appendix B.2.

4.2.1 Service Blueprint
A service blueprint is a diagram that visualises the relationship and touchpoints between

CUB=d 040 aUcBa damUclade RUPD »AY 20RBaeY 4840840a04acY 40400 Oax OxaUaUeacaoc UHEPISEYIEEOMPEEUL@POPle, resources, processes) and the customer journey (Gibbons,
U4 ¢040D a4 2eaecOUA00URUGH CUP Oxala a04a@R Ue a0U4RI ee@x 01 c0@ xUa@Ocad aU @xe o BUDall proyiies 3 agliglic view of the service and its underlying resources and processes. In

all produced digital education on the platform. He does this together with an intern, while also
teaching colleagues of other teams how to handle the admin panel.

4.1.7 MKB Cybertraining

MKB Cybertraining is a private limited company by three partners; communication agency and
initiator ‘xtract bv Xander Koppelmans’, communication agency ‘brainstorm en concept’ and
Blocks LXP. In this case, Blocks is used to create an e-learning platform for small and medium
enterprises (SMEs) that aims to make SMEs resistant against cybercrime, such as ransomware,

1.A UabexY a00a0U04aU Oax O&decd Uad0dd O¢ccOOPaY Ua O 3400cU0O0R Oax 000D =a=aUORT &0i

end-users of the learning platform by MKB Cybertraining will be employees of SMEs with up to
twenty employees. These companies will mainly be reached via partners of large companies,
such as suppliers and subcontractors.

Since in this case the users of the admin panel will be RMMBR and Nerds & Company, other
stakeholders within MKB Cybertraining will not be involved in user research concerning the admin
panel.

4.1.8 DPG Media

DPG Media is the largest media house in the Netherlands, who publish newspapers, magazines
and online services from over 80 brands, and organise events (DPG Media, n.d.). Blocks is the
basis of their ‘Academy’ which can be used by all employees. This Academy is managed by the
learning and development team at the HR department, which currently consists of two learning
and development consultants, two coordinators and two interns.

4.1.9 Conclusion

To conclude, Blocks serves clients from a diverse range of markets, since it offers adaptability

to meet their distinct needs and requirements. Moreover, the users of the admin panel of Blocks

cannot easily be captured in a single term such as ‘Learning and Development managers’, since

not all clients use the admin panels themselves and also people in other job positions use the

admin panel. However, some characteristics can be established, such as the fact that current

clients are large organisations and users of the admin panel are in a position related to learning
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addition, service blueprints may help discovering weaknesses and identifying opportunities for
optimisation.

Figure 4.2 presents the service blueprint of the design, development and delivery of Blocks, which

is divided in a quotation phase, design phase, (pre-)development phases, testing and training

phase, and use and further development phase. This service blueprint is a general representation

of the service around Blocks and may differ per client. A service blueprint consists of various key

elements (Gibbons, 2017). First of all, the customer journey illustrates the step-by-step actions

that customers take when interacting with the service of RMMBR and Nerds & Company. It includes

a&tiv?tigsgreﬁa?eg t%ac\:c?mYmu%iLéla%ng wishes, receiving design outcomes and providing feedback.

This interaction is represented by the arrows crossing the ‘line of interaction’ on the front stage,

which focuses on the visible aspects of the service that customers directly encounter during their

interaction (Gibbons, 2017). Alternatively, the backstage actions, below the line of visibility, present

behind-the-scenes activities performed by RMMBR and Nerds & Company, including project

management, design and development steps. Furthermore, channels and evidence identify

resources and places that anyone in the blueprint, either in the frontstage or backstage, has an

deOU00aU@ éUcU; ¢OeecRiY O cUag a0UQ4&aZa0D Vad 0édal 400a@ Ue 24000 ¢
"RR U4 ORRY ¢UP 20860008 ORewadalac OROAU Bae ¢UO¢ uRadba® ¢EA Use dac 44R
an extensive service with many client touchpoints, as well as weekly support, communication and

further development after launching the LXP. Additionally, RMMBR offers an optional supplementary
203000 ¢UO¢ 240U OORRI Vabex=Peae aa OdacBac 0a@0OcUa4;

d040R eéxQae
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Figure 4.2: Service Blueprint Blocks Delivery
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Regarding the admin panel, it is valuable to know that clients receive Word or PowerPoint around learning at one place. In addition, due to the support from both RMMBR and Nerds &
templates that are used to create learning content, as well as a training about how the admin Company, all wishes regarding content, technical aspects and design are possible, as long as
4040k éadbae; CUZ=x0 ¢PadR0Oc¢cPae 040 exedx ¢ca @@ é00¢ 24080U O R@OA4alaU agclaxae RAAHRBRUP A28 LOBOUOR 404280 a ORRAE Uad Ug;j

end-user and, for example, to indicate how many characters can be used. An example of a part of

the template can be seen in Figure 4.3. Although it may seem that templates could be redundant uBelUx@e ¢U@ 0edaddag «UcebcUaay ORxea O pAY Uad O x@aeUagx Uecedad U
if this could also be incorporated in a user friendly and intuitive admin panel, there are several possible objectives (see Appendix C.2). The main differences compared to the current situation

400xa4e 601 cUP @ ¢0aaR0cBe 040 40D xPBx aécaeUx@ al ¢U@ Oxala a04adRY O OROAU @ x Oiarelogndia Eiguie 4147ed Figure 4.5 showing a part of both canvases, and are about RMMBR

with RMMBR and Nerds & Company. First of all, the iterative writing process is poorly supported and Nerds & Company eventually wanting to add a basic version of Blocks that is suitable for

éUga xUa@bcRi 6alclal Ua ¢cU@ Oxala a0adR; vac UaeY Uad gedaangy aadgd gdU OUac ca VaadedORBBE aa@@Oilie Oclade Oax £A i aecdOx aU O é@x aaU00Y d4000 A¢
a0xeéR¢ AU ¢U@ ¢@ég Ua ¢cU@ aldR Oaacg@eéc Uaec@Ox aU éalclal Ug Ua ¢U@ Oxala ada@r O axhistesic Geisiormwould dvéribwith a monthly fee per user. The basic version would still offer a

and forth to the preview mode. Secondly, writers are more familiar with traditional text editing premium learning experience platform, but less on-brand and personalised. Therefore, this also

programs rather than modern web technology. Finally, the most crucial reason is that the content results in less development time and less required support, making it more affordable for smaller

writers are often not the ones that actually manage or access the admin panel. Considering that organisations. For RMMBR and Nerds & Company this results in a growth opportunity for Blocks

the platform includes licenses, it would be ineffective to grant access to everyone, particularly 2UA400 Ug 404eVUa0x RO PadRAIOD e 404 ORUPAag O4x PaxedBae é&@x adacU
xaa0Ua 2400U00RUaece 60a U0ég geadaclUad Ua 230U O xaablae Oec ROOP ®ebaecbacUOR paaerngxU@ OOaec

e-learning.

Figure 4.3: Example of learning content template

4.2.2 Business Model Canvas
A business model canvas (BMC) is a tool that provides a visual representation of a business,
d4axel0¢ a4 203éU00; Yue UPRA® ca eéaxPadaecOax ¢U@ Oaacdéc Oax adY@BOcUé@eae aU uradObe Oax Ux@aclU g
requirements to deliver the service (Interaction Design Foundation, n.d.). Therefore, it aims to not
only map the user needs and wishes, but also contribute to the success of Blocks.
Figure 4.4: Customer segments of current BMC (left) and desired BMC (right)
The BMC consists of nine key elements: customer segments, value proposition, channels, customer
relationships, revenue streams, key resources, key activities, key partners and cost structure. The COUa Uéceadd éUxUaa aU O 00xU0 é0axUas al pRadbpe O0aa dae cU0@ Uazaa
UeRR OémUadea aax@B 004aéO= auU puBadpe Ua ¢UQ Oeddgac =UgeOclUaay O= BBOx Ua Qéu%gn%@ifn‘it%l%g LééodAﬂff'&é wider target audience who would ideally use it autonomously.
and Nerds & Company, can be found in Appendix C.1 It shows that the current target group are

Consequently, the admin panel should be intuitive and self-explanatory to minimize the reliance
(international) large enterprises who value branding, want a next-level learning platform and are on external support.
looking for innovation. Due to the prices, smaller organisations can usually not afford it, and are
therefore not part of the current customer segments. The main value proposition of Blocks for the

target group is that it provides a complete on-brand learning experience and offers everything
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Figure 4.5: Revenue streams of current BMC (top) and desired BMC (bottom)
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Interviews with representatives of four client companies aimed to uncover their objectives and
aspirations with Blocks, as well as their perspectives on the advantages and disadvantages of

where all learning interventions come together, and that all employees who want to learn or
professionally develop themselves go there.

DPG Media highlights that one of the advantages of the platform is that it puts the learner at

the centre; "xxU¢UaaldRRIY ¢U@ Uaw Ol ¢PBaemplédicadonisilien to OWh wishes by
adding elements. However, the large amount of possibilities can also lead to excessive freedom

for users. Therefore users may stop using the platform due to information overload and a lack

of navigation. Moreover, employees often struggle to differentiate between various terms such

as ‘training’, ‘e-learning’, ‘essential’ or ‘learning path’. Lastly, implementing or modifying features
requiresa e UUaU OOac Oaaeac aU ¢cUag Oax aaagdi.

4.3.3 Blocks Goals Loyens & Loeff

As discussed in chapter 4.1.5, Loyens & Loeff (transcript in Appendix B.5) uses Blocks for an

‘Innovation Experience’, aiming to easily align the knowledge of every employee regarding

¢c@0U0aaRavlUOOR Uaaaébclaa Ua ¢Ula @Rx AU 2aabY 2Ua0@ ¢UUee ¢ad0xUgUa
Consequently, the Innovation Experience O 44¢c&dU0ec@ e ca ¢UB Yad 20¢UaeUOOcUAA Oax &adb
of their employees.

Furthermore, the Innovation Experience intends to involve students in the innovative practices

au O rOé 4a Udaa Oa gO&Ri =¢cOUB; £AUa0O@ Yealaa gaaRaig0e alUg@a a&¢0é
can O0@ag ¢ Udaa gde@0eéclal ¢UPaed ¢cOxbe Ua UaaaédcUéd é&0ie. Currently, Loyens
uses Blocks for data, project and stakeholder management to maintain control over platform

activities. While the LXP currently offers only one course with multiple components, the innovation

manager expects that Blocks will be used more extensively, as their innovation department

continues to develop further.

"00aaxUau ca caigase ™ ,aQUUY =aagd O ao npasmagdabilitydad emildyeésaORexd Ugee
as it contains a balanced mix of media such as pictures, podcasts and videos instead of relying
heavily on text. Therefore, employees especially appreciate the dynamics of the platform. In

¢Uo aBOcUada O O éUaRG; %@iI axUale U0é@ O00@4a UUUURUUUcEx Ua OaRx Oax UaOadaadlcBadiiées A rélsed ®fness of ongoing innovation initiatives é U¢0U4& ¢U0@ al 0@y¥ OUUORUUOcUAU ¢U

centred design canvas, as discussed in chapter 4.3.5.

4.3.1 Blocks Goals MKB Cybertraining

For MKB Cybertraining (interview transcript in Appendix B.3), the primary goal of using Blocks is to
enhance the safety of SMEs in the Netherlands, and potentially in other countries, in an accessible

and genuine way by making them resistant against cybercrime. Another objective is to offer a
O0dacU OO c¢@to companies that completed the training, enabling them to present themselves as a
cyber-aware and digitally safe entrepreneurs.

According to MKB Cybertraining, the advantages of Blocks, in comparison to other options,

are mainly related to its @& UOURUc¢i and scale. Since it is a modular system, all wishes can be
incorporated. Although the costs are higher, it will be 2440 d&4a ¢cOOR® Ua ¢cU@ RaaU aeéa with
potentially millions of users on the platform. Currently, a drawback is that not all required Blocks

are present yet. For example, a payment module that was not relevant for other organisations

time and effort invested in innovation developments to make employees’ lives easier. Another
mentioned advantage is the platform’s timelessness, as it has remained relatively consistent in
content over one year.

4.3.4 Blocks Goals WBCSD

As discussed in the interview with its director of education (see transcript in Appendix F.1), WBCSD

seeks to provide education to its member businesses as a part of its overarching objective to

transform the business world towards a more sustainable one. This vision, referred to ‘Vision

2050, envisages a world where more than 9 billion people can live well within planetary boundaries

by mid-century (World Business Council for Sustainable Development, n.d.). The education offer

larger scale, WBCSD
has developed their Academy of which Blocks is the basis. This aims to present their learning

is partly done in person or via webinars. However, recognising the need for a

content to many members simultaneously. The LXP comprises four extensive courses, each
consisting of multiple learning blocks and requiring several hours to complete. This includes

UO0x ca OO xpé@Raadx 2a@0OU OORRI Uad A%pu 110@4ca0U0alaUuyY é0U0U0OU 004 OB cUaw Oaaeeal &gtiexample a course on investor assurance, addressing sustainable investments. Additionally,

4.3.2 Blocks Goals DPG Media
According to the learning and development consultants of DPG Media (see interview transcript in

Appendix B.4), their Academy, of which Blocks is the basis, primarily aims to be one central place

38

the Academy offers members the opportunity to do a self-assessment of their net zero journey,
enabling them to measure their advancement in their journey to emission neutrality. This check
results in a learning package depending on the given input.
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While end-users generally express satisfaction and rarely encounter usability issues within the
LXP, the director of education expresses that the user experience of going through the courses
can be improved. For example, new learning modules could be suggested to the user after
4UaeUUaU O Oaeédaedi xxUclaaldORRIY Oad 4abclaa dalURe caa@clade xa dac Oaaw® ¢cU&aeUl0 cUQ 40860RRee
of megacompanies. Another current issue is that end-users only partially complete a course
40cU04& cUga aUeaelUaU ¢cUga BacUagRiji ABéBacUBRTaeeY cUQ xUa@bcad al oxeO0OcUaa a0a0Ué0ae cUQ (EA Oa
a @®UUlal 004ac Uasdaépaac Ua cQaae aU ¢204 0eagalpgady Oaaadaox ca ¢cU@ a4@élaee aR0cUAAAR, for
which they used ‘Moodle’. Here end-users encountered numerous problems related to usability
and intuitiveness.

4.3.5 User-Centred Design Canvas

A user-centred design canvas, as shown in Figure 4.6 (larger in Appendix C.3), aims to arrange
key information from user research and business value in a single framework (Zawadzki, 2016).
The left side of the canvas describes the users’ problems, motives and fears, whereas the right
side covers the solutions, alternatives and competitive advantages of Blocks. The middle column
gathers all information regarding the business, users and unique value proposition. Although the
canvas is commonly applied to organise assumed information and potential scenarios, in this
case it is used to summarise all gathered information from the interviews with client organisations
for the current situation of Blocks. Therefore, only information mentioned in the interviews is
presented in this canvas.

Figure 4.7: Comparison value propositions business model canvas (left) and user-centred design

canvas (right)

4.4 Current Use Admin Panel

Now that a solid foundation has been established regarding the context and goals of Blocks as a
eU0arR@Y ¢cU@ Oxala 4040R O UalOee aU ¢UUea ¢cUPaeUae eURR O UeadcUQa QEAT
the characteristics and roles of admins based on the conducted interviews. Following that, an
introduction to the admin platform will be provided, along with a discussion of the initial usability
484a0RPae ¢cUO¢c U0Oéw O00o@a UxgaclU gx 00aedx a4 ¢UP UVacgaélge a@0aeeéRcae (
of these issues will serve as input for usability tests to validate whether users also encounter these

Figure 4.6: Impression of user-centred design canvas Blocks (larger in Appendix C.3) problems, as well as to identify additional problems. Ultimately, the usability tests result in an

extensive list of usability problems of a part of the admin panel.
In conclusion, the goals of client organisations align closely with the vision of Nerds & Company

and RMMBR when comparing the value propositions of the user-centred design canvas with . .
4.4.1 Admin Characteristics and Roles

the business model canvas (see Figure 4.7). This is particularly true for the customisability and ) i o ) ]
Apparent from the interviews, the activities performed in the admin panel can be broadly

centralisation of learning interventions. However, overall the founders also highlight more features ) ] ] ) ) ) o
- . . . categorised into three main functions. Firstly, the primary role of an admin is to create and
and opportunities that the platform can offer, while the clients place greater emphasise on the

. . manage learning content. As mentioned in chapter 4.2.1 where the service blueprint is discussed,
learner and their experience.

¢cU 00celOR OaacBacyY 2eOU Ox 4¢@eeclUade Oax ¢@éc¢c 44 Ua O0&axaxeVY Uae algg
do not have access to the admin panel. Therefore, the admins are responsible for copying the
content into the admin panel and publishing it onto the platform while ensuring it looks visually
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appealing to the end-users. Secondly, admins can be responsible for functional application
management, which includes importing users, assisting them with access in the admin portal,
and creating groups. The last role of admins is to monitor user data regarding number of logins
and completed courses, by checking the dashboard or making exports.

Different clients often have varying interests regarding these functions. For instance, Loyens
& Loeff is primarily interested in user data and does not focus much on creating new content,
whereas other clients concentrate more on content creation. Additionally, the allocation of these
responsibilities may differ for each client, as they may be performed by one person or multiple
individuals. Moreover, the admin panel makes a distinction between different user roles, such as
superadmins, employees, or trainers, leading to different permissions and access. These roles
and its names again vary depending on the client.

4.4.2 Current Platform
Figure 4.8 provides an initial impression of what the admin panel (for DPG Media) looks like.

Figure 4.8: Admin panel Blocks LXP

To get an overview of all the pages within the admin panel, a site map is created (see Figure 4.9).
This is a hierarchical diagram that shows how pages are prioritised, linked and labelled (Jhang,

2020). While site maps are typically used for designing new websites, in this case it is applied to
gain an understanding of the existing architecture. Note that the admin panels of DPG Media and

VodafonezZiggo are in Dutch, and the platforms of WBCSD and Loyens & Loef are in English.

8@ ca cUQ gécPaaelUéd 2Uig aU ¢cU@ Oxala a0aoRY ¢U@ «eUc® ada aani e
after logging into the admin panel, which correspond to the menu items. Since these menu items
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may vary among clients, the site map combines the admin panels of DPG Media, VodafoneZiggo,

WBCSD, and Loyens & Loeff. The colours indicate the presence of each menu item for each client,

highlighting the most common ones. However, the visibility of certain menu items also changes Figure 4.9: Site map menu items admin panel
based on the role of an admin panel user.
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Aag aU ¢cUQ aaec 4a0é0RPac 40UQP&® Ue cUQ R, exe@acU0ORxea a0UF; EUcUUA uRabbeaeVY O e dipdBethd Sractdabf tee8rin panel in more detail, an additional site map has been made
studies or assignments, and depending on the client, also LTIs (Learning Tools Interoperabilities),

ETAAAR

>EUOCAZO0ORD Taac@ac AOY@O¢ ABUBABA0D Aax@Raeoe ad ¢cablalalei

commonly used and consist of ‘werkvormen’ (‘chapter items’) and ‘challenge/knowledge check
Ucgdazxaj 1008¢04& UcBase O&AOY Uad 0e0aaR@yY ¢Pécae éUcU UadbUdeaeyY éUxPZaaeyY Ua OO0&xeaeY é%@&.@ﬂ%iti@ﬁ)séoﬂi%%ﬁ?ems
types of questions. Challenge and knowledge check items are either multiple choice questions,

‘vinkvragen’ (‘multiple response questions’), or sliders. These questions are used within optional

‘challenges’ at the beginning and ‘knowledge checks’ at the end of learning paths to test (pre)

knowledge of the content to be learned from the essentials within the learning path. Learning

paths are composed of ‘content groups’ or ‘segments’ which, in turn, consist of one or multiple

essentials. This structure is visualised in Figure 4.10.
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and can be found in Appendix D.1. This site map illustrates how the pages within ‘essentials’ are

AEDGRU e ¢eé x lihkesh whlld @nphasising on self-studies.

To further examine the issue, an initial extensive list of 67 usability problems was created by working
in the admin panel and including issues that have already been mentioned during the interviews.
This list can be found in Appendix E.1. Again, more emphasis was placed on the ‘essentials’ page,
together with the ‘learning paths’, as these are strongly associated and mostly used. Besides that,
pain points that were previously mentioned in interviews have been incorporated.

Aag oe0aanrg au O ¢e20O0URU¢i d3abr@a Use ¢UO¢ ORUOPUAU aa ¢UB RBxUca
WBCSD also called ‘learning block’; see Figure 4.11) only allows the user to edit the information and

RaOpbpU&aU e@c¢cclUala aU ¢U@ Beeae@dacUOR| »aé@dédayY ¢cU@ OUORRBAUDB e Oax OU
when the user is not in editing mode.

Figure 4.11: Buttons within essential or learning block

AcUZ4& Ueeeéedeae VaORexy VUabadeUaecdac e AU 200800 O004&= a4 R¢BaaeyY O
40éUU0OcUaa a4 Oeéccaaae; AedadRrRY ¢ UappenairO(bReltategadsadinged an U 4

the type of issue, distinguishing whether the problem is related to text, elements, icons, features,

ee@d aé ad rROIaec; 128¢U@82a4a40Y Ug Uae UaxUO0Oc¢@x 60Bc0Q4& aagclUAU
OaadaxeUesecgac ad O Oeéj

Adecision regarding the selection of usability problems to be included in the user testing was made

Ua xUseOéaealUaa éUcU ¢cUQ TCA O4ax adaxedc aéaga auU Agaxae ™ faaadalj cUC
408x2a4a0R 4a04a4U¢Uxe0¢laa O0xedx a4 ¢aUGa0I AU &UaU ¢U@ Uxeeedae Oax (
a problem. Additionally, the focus was placed on essentials and learning paths as key sections

au ¢U@ OxaUla ada@Rry Oax =ag0U OORRI d4a0RPaxe 60a® OUaxega Uad ¢
whether they would be a concern for users.

4.4.4 Usability Testing

To evaluate the selection of 21 pain points, and verify whether users perceive these as problems

as well, a usability test has been done with three users: the director of education of WBCSD, a

learning and development coordinator of DPG Media, and the product owner of RMMBR. According

ca %O0Pald AUQBRxeDa >¥£££eY Uaeaxgad alU AUOR=04 Aadada c&daeayY O EE &ge
there is a correlation between the number of test users and the number of usability problems

found, as illustrated in the graph in Figure 4.12.

According to this graph, as the number of participants increases, the number of insights gathered

per user decreases due to overlapping usability issues (Nielsen, 2000). Therefore, in this case,
three users have participated in the usability test, since this has already led to the discovery
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au O a2aU0U4aU 604ac Oaaeac aU 62 00URUcI a4a0RTae; Aadgaéday ¢cU0@ cUAP@ a04cU0UAa04cae x Ut uhdedstahd tieeZrdairexhallenges users face and identify potential design opportunities for

experience level within the admin panel, leading to the discovery of a wider range of usability the remainder of this project, the usability problems have been categorised regarding several

problems. Whereas the learning and development coordinator from DPG Media has barely worked aspects using digital sticky notes in Figdam. The complete categorisation can be found in Appendix

with essentials and learning paths, the director of education of WBCSD regularly creates learning G.3. First of all, the colour of each sticky note corresponds to a certain menu item. Secondly, the

blocks and modules (i.e. essentials and learning paths), and the product owner of RMMBR is the problems are grouped based on the applicable UX plane (see chapter 3.1) and usability heuristic

most experienced user, using the admin panel daily and providing trainings on it to other future ree@d@ O000&a¢cPa ¥jne >AUBRa=TAY ¥£¥£e® ¢ Ux@acUUI 0a440ROcUadaxe 0aadga
users. ¢cU@ ¢a3d®a ¢cUAQC @ EE daR040% e >xcadeOceddyY eb@RBcaa Oax ®edU00QB e 040 |

strategy, already covers the collection of all goals and problems discussed in this chapter, and

the scope plane represents the selection of categorised usability problems itself. Concerning the

¢2O00URUGI UPedUecUOxY Ug :Uaerx OQ aac@x ¢UO¢ a0ail Uexeege 004 00
Therefore, the most suitable one is chosen, although this may be slightly subjective. For example,

unclear terminology is categorised in the second heuristic, ‘match between system and the real

eaanrxay Oec OaeRrRx ORxead ¢ RAPOAUAUGUASE 40¢U@E ¢cUO4a a00O0RRA O exPie
words instead of instantly understanding it. Lastly, icons have been added to the sticky notes to

indicate which client has reported each problem.

Ad=zeRcUaU U&aa ¢UUx= OROxaeU OOc¢UaAY ¢Upag 0a&a@ é¢é04laceae 0aalRe=zUa
majority of the problems belong to the skeleton plane, which are often smaller compared to
structure-related issues. However, still approximately a quarter of the problems concern the
structure of the admin panel. In addition, a clear distinction could be recognised between novice
users and experienced users. The user from DPG Media, who generally works with trainings and is
L 5 N . . o unfamiliar with worklng with essentials and learning paths, primarily struggles with issues related
10Ueé40 §ijo¥- Ta4a40B0¢Uaa OD¢cépda 4ea0P4 AU ¢cPae¢ exPidae Oax ée@O00URBRU¢I 444a0B0a= Uaea?o t)h’é secongeheur|¥tlc¥matchc%etween system and real world. This includes unclear language,
UaeelU OUGAc UaUvaaadclaa Oax alaeadbcOUgPae O00céegdda ¢cUD eéxdidxa BeadO
eUaeRx UeabOclaa 0Oaaadawx ca Uae Ug O0OceORRI éadbae; Ad ¢U@ aclUga 00a
users from WBCSD and RMMBR are accustomed to non-intuitive aspects and instead encounter

The usability test made use of the thinking aloud method, during which users were asked to
verbalise their thoughts while performing various tasks within their organisations’ admin panel
acceptance environment. This approach enables gathering valuable information (Norman

™ % 04a0pbpacéablUY ¥£fua® A£O0ega B¢ OR{Y ¥£¥fej CUQ 24800 O ¢cOaebae ¢cUOc 040 aoROcBx ca g@&%{?@@%?}%%gggétf;aa O 2240 xUegawp 40aU0 aU Unmedei CUU= UaORexDe
points can be found in Appendix E.2 and involve creating an essential, including a multiple choice 0 OUZa0! al e=0Y é=0a Oaacéal Oax Uag@xaaY OaamlUecpaliy Oax Ualada

OUORRBAUED Oax Ui O0AxmY Odx OxxUAU ¢UUm ca O RBOAAUAU 40c¢0; "xxUcUaadR cOmbe aoRYAFETRB&YHLPAYaV=Dei = 408 0=a00¢ ¢UO¢ Uz 4a¢U0B00RY UV&aa ¢UB O
issues regarding error messages, indicating that these are useful and clear. The next chapter will

UedcU@Pa x@ 40 ¢U@ 43aY@0cae 20430 0ax ¢U@0 =0R@0OcUA4 aU aaadbRPazx ca
collection and categorisation.

through the essentials and learning paths sections. As not every issue is relevant to every client,
not all selected problems were tested for each user. For example, only DPG Media has the feature
of creating content in multiple languages, which could therefore not be tested with the other users.

Apart from the selected usability problems, users were free to mention any other pain point they .
Ga0acacOABx B0URG UACBAOOCUAU 80c0 cUB AROCUAAA; AADXD 40x Oax @eaaRDACAcOAl asdaara L ONGysion

posed to gather user insights into their understanding, way of working, obstacles and envisioned Aé @ aOnl the strategy phase resulted in a broad understanding of the context of Blocks LXP
possible solutions. and its admin panel, which evidently involves an extensive service to the user, such as regular

support, communication and further development. The users of the admin panel usually have
4.4.5 Usability Problems a position related to learning and development or innovation in a large organisation, whereas
All usability tests were recorded, and the translated transcriptions can be found in Appendix F. end-users are employees of diverse companies, partner organisations or students. Admins are
Screen recordings were used to review the usability problems discovered during the tests, leading responsible for publishing learning content onto the LXP, functional application management,
to an overview of the evaluation of the selected pain points, which can be found in Appendix G.1. and monitoring user data. As Blocks eventually aims to develop a basic version of Blocks, which
nPeUxBe cU0 ®@REOcOx a0Ua dalacey a04cU0Ua04ce agacUaadx O eUUAU 004c 4acadpa al BHASE 5 LR PPRA*®VORO Uaa =a0kRga aavoalzeOclaae Oax Uaeakede RO
These ranged from obvious problems, for example not being able to delete essentials and user experience is crucial. Interviews and usability tests have shown that this is not yet the case
learning paths, to suggestions for improved features, such as additional text editing options for U aaﬁ ¢u Q) Oéa aAQ é__@ Ox a U f’i ao é‘g__B i éA Geéco é eUeég a0 é_‘_U Q au i ex0 ou B U 9' da ‘?‘ o B__Q
subheadings. In total, the usability tests revealed a number of 118 problems, including the initially OROxzU @x 00O0aaxUaU ca EE dR0age Oax e®O0OUBUcI UgeaUecUOz=i AaeU
found problems that were not tested and excluding the tested issues that turned out not to be regarding unclear and non-intuitive terminology and features, while experienced users struggle
a problem for users. The complete list of usability problems, as well as initial potential solutions éUcU O BOOP aU aegaéUge Oax gU OUQaoi au exdj CUD aaa0Rda ORO=aU OC
mentioned by test participants can be found in Appendix G.2. the decision-making during the scope phase and the remainder of this project.
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5. Scope

During the scope phase, the strategy is translated into actionable tasks (Garrett, 2011). Generally,

¢cOUzx UVaéanrégeae 0400cUAU UeabclUaaldbRrR 2ag00U O00cUasae Oax OaacQac &40aeladgdagaceyY eU0UO0 gadaasdea
descriptions of the features and content elements that a product requires. However, in this case

where the product already exists and the strategy phase has resulted in a wide range of issues,

cda0aaeROclal ¢cUB ecadbc@Ui Uaca @0aad BacOURe 2@RBOcUAU ¢cUB 224000 O d4a0R0aae ¢cUO¢ 6URR OO OxxaPBaeaedx
in the remainder of this project. Therefore, this chapter will describe the criteria and selection

of usability problems, the nature of these problems, and how they will be addressed in the

subsequent phases.



5.1 Usability Problem Selection

FUAOD ¢UB ¢cd0¢BUl 40020 U0ax a0xeRc¢@x Ua O ROAUD 4eadwa auU UxgacU @x 34a0RQax >x00 "aagaxUe

G.3), a decision should be made regarding which ones to address. This selection is based on
various criteria, as presented in Table 1. Firstly, problems that have been mentioned by all three
participants suggest a higher priority and are therefore selected. Secondly, issues belonging to
the structure plane also suggest a higher priority, as the structure plane forms the foundation for
the skeleton and surface planes. A third criteria is that only problems related to essentials and
learning paths are selected. However, interactive learning paths are excluded from this selection
to keep the number of problems manageable.

Table 1: Usability problem selection criteria

Selection Criteria

1. Mentioned by all usability test participants.

2. Belonging to structure plane.

3. Related to essentials and learning paths (excluding interactive learning paths).

Aag al cUgQ d34a0RPase ¢cUO0¢ ag¥dce cUPaxe® 0&4UcgaUO0 Use a0RO0Oc@x ca ¢cUD agae adxga; 00aaxUau ca ¢cU@

participants, the menu lacks any logic, since similar menu items are not grouped together, and
there is also, for example, no alphabetical sorting. This issue can be combined with other problems
concerning unclear terminology, lack of instructions, and the fact that users need to learn the
structure of all content elements (learning paths, content groups, essentials, ‘werkvormen’, etc.)
instead of recognising them within the platform. Addressing the menu order may help clarify this
hierarchy of content elements. A second category of selected problems, of which three have been
mentioned by all participants, concern a lack of overview in the list of essentials and learning
paths. Appendix G.4 gives an impression of where in the categorisation problems are selected, as
these are marked with a red circle. The exact problems can be read in the overviews in Figures 5.1
and 5.2, which will be introduced in 5.1.1 and 5.1.2.

Although there are many more problems causing frustrations for users, it is also important to
consider that the chosen problems should lead to considerate design opportunities, as many
problems already suggest clear solutions. For example, back buttons sometimes leading to the
wrong pages and essentials and learning paths that cannot be deleted have straightforward
solutions (i.e. direct to the right page and provide deleting options). In contrast, the selected
problems offer a wide design space. All other problems, which will not be further addressed in this
thesis, remain valuable for Nerds & Company to be aware of, enabling them to solve these issues
themselves.

5.1.1 Unclear Terminology and Hierarchy

‘e 0aéa Ua 10Ue4&@ "joY ¢UB 8dex¢ ®0¢ AU UexeePae Uxe xeaadilUaedx Ua ¢U@ UaRRAeUAU 34a0RQa 2¢cOcPadac-

‘The hierarchy of learning paths, content groups, essentials, challenges, ‘werkvormen’, etc. is not
apparent, the terminology is unclear, and it is not intuitive how to create and publish content.’
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Figure 5.10verview of selected problems regarding unclear hierarchy and terminology of content elements
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Users have not explicitly mentioned that they do not understand the content hierarchy, since they
have already learned it. However, clarity only comes after receiving instructions, rather than from

the design itself. For example, the director of education at WBCSD said: al instruct them [new users]

about the structure. [...] So the concept of having a course, a course exists of multiple essentials,
an essential has multiple learning blocks. [...] as long as someone has heard that once, then they
get it.” Ironically, this quote describes the structure inaccurately, since he means ‘modules’ (in
other platforms called ‘leerpaden’ or ‘learning paths’) instead of ‘essentials’. The WBCSD platform
does not use the term ‘essential’, but refers to it as ‘learning block’. Additionally, the participant of
DPG Media mentioned that it is unclear what a ‘contentgroep’ is, and all participants noted that
beginner users do notimmediately understand the distinctions between other components of this
content hierarchy, such as self-studies, assignments, trainings, chapter items, and challenges.

A design opportunity for this problem could lie in another problem, namely ‘the menu order does

dac a0pbP@ ae0U =2ga=daj CUUae xa@e 4a¢ 2UUAU O004cRi OacUQ4a exddeyY Oeg Ug xa0ee 8340 Dag

to create more intuitive terms and group similar pages together to clarify the structure of the
platform. A disadvantage of changing the terminology and menu order may be that current
users and end-users have to adapt to the changes.

Another highlighted problem could also serve as a design opportunity to improve the clarity of
the platform, namely to add a manual or onboarding when someone is new to the admin panel.

According to the usability heuristic ‘help and documentation’, it is better if the system can be
used without documentation, but it may be necessary to familiarise users with the interface or
provide additional help (Joyce, 2020). However, foundational aspects and usability problems of
the platform should be prioritised before designing a manual or onboarding experience. This is
because otherwise, the explanation within the onboarding would need to be adjusted. Due to the
extensive size of this design opportunity, it falls beyond the scope of this project.

5.1.2 Lack of overview in list of essentials and learning paths

The second major issue to be addressed relates to the list of essentials and learning paths (see
Figure 5.2). All participants have mentioned the lack of overview regarding which essentials belong
to which learning paths and what content is published. Much of the necessary information can

aarRl 0@ 000 aeaedx O ORUOPUAU aa UaxUéUxeOR geaedacUORe a8 RP0O0A4aUAU a0cUayY a0xeRcUAU Ua
6aab aeéj xxUcUaaoORRIY ¢cUB RUecae 0840 OedadgdacRi 2adcdx Oi ¢cUQ aRxPaec¢ xO¢c@Y Oéc ¢cOUax U aac

and there is no option to rearrange them by the newest date as preferred, since the dates are not
provided in the list.

Consequently, it will be analysed what information should be presented in the lists of essentials
and learning paths, and how this can be organised in a way that reduces the number of clicks
required to identify important information. This improvement to the lists may also help clarify the

hierarchy of learning paths, essentials, and chapter items, as described in the previous problem.

A lack of overview also appears in other parts of the admin panel. For example, there is no overall
overview of the connections between each tag and its associated content, as well as an overview
that indicates which users belong to which groups and how subgroups are linked to main groups.
Although the scope of this project is limited to essentials and learning paths, the solution could
potentially be adaptable to other sections with a lack of overview as well.

52

Uagu OU@ag

Oa
0aadagacy

Figure 5.2: Overview of selected problems regarding unstructured list of essentials and learning

paths
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5.1.3 Approach

CU@ =20RFOcUA4 aU ¢cUQP Uaexedae da0adacdx 00aéd Ua edab0x cUQ d4a00xeae Oax 08484000 Uaa ¢cUQ agec
phases of the project. It could be possible to involve users in the design phase as well, using

co-design methods. In co-design users are regarded as design partners and experts of their

peagalgadde ca aObPg ®edd ¢UQ daaxe0¢ aacUaldRRi ¢ ¢U@PUA a0@xe >AO0axPae ™ A£¢cOaaQ0axY ¥££«®| tad
example, card sorting serves as a valuable tool to determine an optimal menu structure that
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method enables users to categorise individual topics based on criteria that make sense to them,

and can also be used to determine suitable terminology for these topics.

However, card sorting requires a substantial amount of time compared to the potential outcomes.

After all, participants of the usability tests have already suggested several solutions. Consequently,

instead of directly involving users again, user interface solutions will be created and tested with

users at a later stage. Resulting from the problem descriptions, redesigns of the menu, the list

of essentials, the list of learning paths, and the information and editing pages of essentials and

RPBOA4aUAU a0¢cUx eURR O adx@ éaUal tUUa0; ca 000aaaRUaU0 ¢cUUeY Adzx¢ UdxealadcUaa Udaa Oaaadclcadee
will be explored, including an analysis of terminology used by other learning platforms. After

creating new user interface solutions for the selected issues, another round of user tests, using

an interactive Figma prototype, will be conducted. This will determine the effectiveness of the

d4a3axe0x eaReclaae 0ax UaxU00¢w 0400= ¢UO¢ 404aeUa® UedcUDa 40 agadac aa O00aUge;

In addition to the selected problems as discussed in this chapter, the prototype that will be used

Uad ¢U@ ¢a0aalal ¢eO0URU¢I ¢@eaecee UOED ORxed Oxxddaeaedx a¢cUCZ4a Uxgacl Ox d4a0RPax; CUBxed 040 alaai
and straightforward changes to implement while certain pages are already being changed,

or these will be resolved automatically due to another solution. These additional addressed

problems can be found in Appendix G.5.

5.2 Conclusion
INncoaOReaxeVaayY ¢U@ 20430 40020 U0= 40xeRc¢Px U4 ¢UQB 2@8RBOcUA4 &
issue relates to the unclear hierarchy and terminology of elements within the platform’s content

creation process, and to the lack of intuitiveness while creating and publishing content. This
problem will be addressed by reorganising the menu structure and redesigning pages in which
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essentials and learning paths are created. Secondly, the list of essentials and learning paths need
to be redesigned to provide an overview that shows the relationship between learning paths
and their corresponding essentials, as well as what content is published on the platform. The
proposed solutions will undergo user testing to ensure that the redesigns meet the needs and
wishes of all stakeholders.
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6. Structure

The third plane of the elements of user experience design is the structure phase which deals with
interaction design and information architecture (Garrett, 2011). This chapter describes the process
of solving issues concerning the categorisation of information across the different pages. This
includes the menu order and corresponding terminology, as well as the information architecture
regarding essentials and learning paths.



6.1 Menu Order and Terminology

6.1.1 Menu Order
As outlined in the scope chapter, one of the issues acknowledged by all user test participants
is about the lack of structure in the menu order, where the current arrangement of menu items

ROOPae O4ai RAUUO a4 OROzxzaU OO0¢Uaa; ,a004a004aU ¢U@ agacéase =caeOced® Uxe 0eagd0c¢@x ¢ca Uasaaeg ¢UQ

comprehension of various menu items by categorising them, as well as preventing users from
scrolling through an extensive list of items. All client companies have a distinct combination of
menu items depending on the blocks they have requested. In addition, the menu items are not
consistently ordered across the platforms of different clients.

An example of the current menu of VodafoneZiggo is presented

in Figure 6.1.

The menu items of all client companies have been combined

to form a new general menu structure. As suggested by the

Director of Education of WBCSD (see transcript in Appendix F.1)

Oax ¢U@ AdaxedOc Aeawa au AAAPA >c8d04aae0dlag Ua "aagaxlUeé tjley
all menu items related to content and all menu items related

to users and groups could be combined in a dropdown menu.

Therefore, the primary option for structuring the menu contains

the dropdown menu headings ‘content’, ‘gebruikersbeheer’

(user management) and ‘homepage’. The ‘homepage’

heading has been introduced to combine the items ‘widgets’,

‘leerpadgroepen’ (also called ‘courses’) and ‘articles’ (also

called ‘highlights’ or ‘resources’), and represents content

groups featured on the platform’s homepage. The dashboard

is not included in a dropdown heading, as well as the item

Ril0&aec AeddayY e0UOU Uae O Ug0Ocedd =agdOU OORRI eadx O -A° AgxU00
to ask users about their interests during their initial login to the

learning platform.

In addition to this categorisation, ‘interesseregels’, an item

24000 O ¢ca -A° AgGxUOQOY 004 O arO00O@x ¢4xPB& RcOUaxa >UA8 -Ap

Media referred to as ‘interesses’), since this is a feature to

automatically allocate tags. At the same time, the top-level

menu items of the dropdown menus could refer to their own

page, avoiding a situation in which the main menu item is

the same as its sub-items, as is currently the case for tags.

Furthermore, ‘smart groups’ is associated with groups and

‘essentials’ and ‘toolkit items’ can be nested under ‘learning

paths’ to clarify that learning paths exist of a collection of

essentials and toolkit items. Figure 6.2 presents two iterations of

this menu structure. Whereas the version on the left is similar to

the current visual design, the second iteration shows submenu

UcQaese 6UcUaeéc a0aeU40AaU ca geadax UcY adOpbpUaU Uc a44@ @U OUGac ca
; ~ N e s x4 L A N . Figure.6.1: Current menu o .
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only one submenu would be expanded at a time, resulting in a VodafoneZiggo

more concise list of visible menu items. This is the case for all

following iterations.
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Figure 6.2: First options of new menu structure

A review meeting with developers pointed out that although placing ‘essentials’ and ‘toolkit items’

caxPa RROOAAUAU 30cUa 401 OROAUUI ¢cUP x@ 4UcUaa aU BR@O&AUAU 40¢UaeY U

and toolkit items are exclusively usable within learning paths, while they can also stand on their
own.
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Moreover, it became apparent that in the future ‘widgets’, ‘learning path groups’ and ‘articles’ will often use different terms for the same features, resulting in inconsistency and complicated
dac OO PeORex=UEORI eedx a4 ¢U@ Uaagadugy adplal ¢UUee U@0OxUAaU Uaagr@ebaci EUURG R @éngrilbich@beefar Ge@efopedss As there are both Dutch and English platforms, terms should be

their place under ‘content’, ‘widgets’ and ‘learning path groups’ primarily serve as collections of similar in both languages to avoid confusion.

created content. Additionally, many menu items fall under the ‘content’ subheading, making it

desirable to introduce an extra subdivision. An alternative menu structure distinguishes between Terms that require replacement due to the unclear description of their function include ‘essentials’,

menu items in which content is created and those that facilitate this creation. This option, ‘toolkit items’ and ‘widgets’. For example, ‘essential’ was originally applied to the initial client,

therefore, includes the following the menu headings: ‘contentcollecties’, ‘type content’, ‘content x@aedadlolal o R@O&alalUae a0ax0cadil Uad 24000 O éx=daxei »a6déd4aY ¢cUU=
tools’ and ‘gebruikersbeheer’ (user management). The alternative structure is despicted in Figure these e-learnings are not essential to complete, making the term illogical. Additionally, feedback

6.3, which highlights the changes compared to the previouw iterations and will also be used as from the DPG Media test participant indicated that ‘contentgroepen’ evoked associations with

Uddec Uad ¢Ug 4&4a0OR exOOURUGI ¢@eeclau; people, as ‘groepen’ in the menu represents user groups (see Appendix F.2).

Ca UxgacUUl 2eUcO0ORD ORcpaadbclédaey O OaaddcUcad 0a0RIaelUe 60 Oaaxe
terms that describe types of content. Various competitors along with a description of the platform

and their used terms related to content can be found in Appendix H.1. The user interfaces of these

competitors also serve as sources of inspiration in further steps of the process of redesigning the

admin panel.

After exploring alternative options in a brainstorm session, the prototype that will undergo user
testing will adopt the terminology adjustments as presented in table 2. From now on, this thesis
will consistently adopt the new terminology to describe these elements, even when referring to
the current platform, to prevent confusion.

Table 2: Terminology adjustments.

Current Term New Term

Essential Module

Toolkit items Aanvullend materiaal (additional materials)
Widgets Content sliders

Media Mediabibliotheek (media library)

Artikelen / highlights / resources Artikelen (articles)

Contentgroepen (content groups) Contentsecties (content sections)

CUg 10a04aUxU@ -UO¢cUaaldai x@ ada O aaxeR@ Oa aoneofasetofseparate parts that, when comb
form a complete whole” (Cambridge Dictionary, n.d.), accurately describing its independent

functionality as well as being part of a learning path. ‘Additional materials’ is already being used

in the WBCSD platform, providing a clear description of its purpose for adding supplementary

learning materials, as opposed to the current ambiguous term ‘toolkit item’. Similarly, the term

‘content sliders’ is already used when adding a new ‘widget’, while more accurately referring to its

function of sliding through a collection of content.

When implementing these new terms, it is crucial to adapt them in the front-end of the platform
as well, ensuring consistency and, therefore, comprehension for admins as well as for end-users

of the LXP.
Figure 6.3: Second option of new menu structure 6.2 Information Architecture and NaVigation
Information architecture (IA) deals with the underlying organisation of a site’s content and
6.1.2 Terminology functionality (Cardello, 2014). While it is not part of the user interface, it informs the navigation;
‘e xUeOéeaegx Ua O00acB4 "jrjoY ¢U@ xUU OéR¢i aU eaxgadaecOaxlal ¢U@ DUBAOAOGUI aU Oéé@é?@%é&%(gég%‘]ga&?mqé U_"_;‘G@éAUOO@ ?L{OGAQBBQ‘% éae(Zié"ae ¢a é__QOOU aeé@("jU 9 U
also related to vague and non-descriptive terminology. Moreover, platforms of different clients au daaORgae Ua ¢UQ Oxala a0a@R ¢cUO¢ UOEY Opda Ux@dacU @x xealau ¢Ud
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its information architecture. This section discusses for each problem where information should be 6.2.2 Modules and Learning Paths Overview

added or moved to in order to solve it. Although navigation is part of the skeleton plane instead of An additional issue related to the information architecture pertains to the information that should
the structure plane, corresponding options for Ul solutions will be provided in this section as well be presented in the module and learning path overviews. As illustrated in Figure 6.5, the existing
to enhance readability. module overview includes only the title, type, organisation and default locking status. The learning

paths overview does not show its locking settings, but does include an extra button for accessing

6.2.1 Overview Modules in Learning Paths lls content management page.

First of all, it is currently not possible to see in which learning paths a certain module is except for
checking each individual learning path. A solution could either be to show this in the overview
of modules or when clicking on an individual module. Since a module can be in a large amount
of learning paths, the most feasible solution would be to add this information in the information
page of a module. Since the metadata that is currently placed on this info page will be moved
to the module overview (see chapter 6.2.2), this space can be used to display in which learning
paths the module is (see Figure 6.4).

Figure 6.5: Current information in module overview

However, an often mentioned problem relates to the lack of information in this overview. For
pebaar@yY ¢cU@ AdavaOc AOaOU T Soetimbdyom Aaves 1O Open things very often
before you have the information you’re looking for, and you would actually like to have that at a
higher level " (Appendix F.3). This is especially the case for checking which modules are published

on the platform and which ones are not. Currently, the only way to view the publication status of
modules is by checking them all individually. Besides adding a column that indicates whether a
module or learning path is published or not, an option would be to allow users to expand a row,
revealing the organisation and language in which it has been published (see Figure 6.6).

Figure 6.6: Publication details added to module or learning path overview

Aadgaéday cUQ agdcOx0¢cOY aedU O ¢cU® 0400cUaa xO¢c@Y ROa&ec¢ aaxU OO¢U:
which has been removed from the info page, can be integrated into the module’s overview. Adding
these dates would also facilitate sorting the list of items based on these dates, which solves
¢cUg 34a0RPa auU U0OeéUAaU ¢a Ua ¢4 ¢U@ ROxe¢ 40UQ ca ax ¢UQ agdé@eec aaxeRy
options to incorporate in these overviews which were not mentioned in the user tests, include the

Figure 6.4: Learning path information replacing metadata
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number of learning paths a module is part of, the number of completions and the date on which
the module or learning path is last completed. The learning path overview could incorporate
the number of modules, trainings, and additional materials that are part of each learning path.
Besides the ‘edit’ and ‘publish’ button, also ‘delete’ and ‘duplicate’ options are added, since this
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accessed through the three dots representing extra options.

Implementing this information would result in the visual design as presented in Figure 6.7. As
suggested in this image, the increased information would lead to a wider table, requiring a scroll
bar to access all columns. The next test will need to suggest the necessary columns and whether
this scroll bar is desirable and user-friendly to include.

Figure 6.7: Redesign module overview

To address the challenge of managing this substantial amount of information, users could be

provided with the option to specify which columns should be visible and in which order the
columns should be. This functionality already exists in the current platform, but due to the limited

amount of columns it is barely used. However, the increased amount of data makes this feature

useful again. Figure 6.8 illustrates an alternative design compared to the existing design. Note
that the buttons’ purpose is now more explicitly conveyed by adding the word ‘kolommen’ or

‘columns’ and a more descriptive icon. Furthermore, the eye icon indicates its function of hiding
Oax ®Uaélal =2ag0OU O OaReade;

Figure 6.8: Current (left) and redesigned (right) way of hiding and showing columns
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6.2.3 Learning Paths

Currently, the process of creating or editing a learning path involves many steps at once,

indicating room for improvement in the information architecture of learning paths. This section

xP@aebOadl0bgdae Uaé O08cOU4 UxPZaclU Ox 44a0RTae 6URR O UaxUadbeRi xgdOR¢
6.10 shows the site map of the current state of creating a learning path and an adapted site map

containing additional pages.

104ae¢RiY Ug eaerx 0@ Ooad OUOR ca ORRAOO¢T O =20a040¢w a0U@ Ua
including them in the general information page. This aligns with the approach used in modules,
contributing to consistency across the platform.
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Secondly, currently challenges and knowledge checks can be added in a learning path, while the
questions within those challenges and knowledge checks are created within the modules. This
often causes users to struggle with understanding the function of a challenge and knowledge
check when creating a module. As the Director of Education of WBCSD mentioned during the
usability test (Appendix F.1): &l work with the system, so | know how it works, but in my explanation
to others I notice that it [difference between challenge and chapter items] is often something they

have to think about for a moment. That in chapter items they really put content-related questions

in the content and that the challenge questions are used outside of the learning block itself. And
these are more the test question that are used externally. That is not very clear.” Consequently, it
would be logical to create a separate page for challenges and knowledge checks within learning

paths in which also the questions are created. In the modules, the ‘challenge / knowledge check’

page could then be removed.
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Furthermore, it is more coherent to relocate ‘additional materials’ to the ‘manage content’ page,
considering that additional materials are also a type of content that is added to the learning path.

An unresolved issue relates to modules that can be selected as post-work to be unlocked after
0aairR@clal ¢U@ RPOA&AaAUAU a40¢U; £UAOD ¢UU&x aadcUaa Use OeaagacRi daseU
creating a learning path, one of the test participants mistakenly believed they had to select
aaxeRPae ca UabRexw Ua ¢cU® R@O0A&alaU a40c¢Uj; ca abUacOU4a OaaelUec@aldi Ua
relocate the ‘post work modules’ option after managing the content. However, this would require
04 aclag agé 40U 24000 OORRI Uad ¢UUae 2VAURY asdcUaa; cUgaguaagy U
Ua ¢cU@ Oeadgac UavadadclUaa a0U@ Oax dedOReO¢@ ¢UU=x éaab aé Ua ¢U@ €40

6.2.4 Navigation Buttons

As a result of the improved information architecture, the navigation buttons within learning
paths have been changed accordingly. Currently, a learning path information page displays four
buttons at the top: ‘Edit’, ‘Preview’, ‘Manage Content’, and ‘Publications’ (see Figure 6.11). Although
all buttons have a similar appearance, their functions differ. ‘Edit’ is used for modifying the general
information of a learning path (review Figure 6.10 to see what information). ‘Preview’ redirects
¢cUP eeda& ca O age Odaex=wa ¢00 d40=0acUau ¢U@ RP0O0&44aUAU a40¢U U4 ¢U@
other hand, ‘Manage content’ and ‘Publications’ link to their corresponding pages, enabling users

to respectively add modules to the learning path and publish it on the platform. The ‘Manage
Content’ page includes only one navigation button besides the back-button, namely ‘Publish’,
while the ‘Publish’ page only has a back-button. This arrangement makes it challenging for users

to determine their current location within the platform.

Figure 6.11: Current learning path navigation buttons

A suggested redesign of the navigation buttons is presented in Figure 6.12. All top buttons lead

cad ¢UpU4a 40x2a00¢cUeé@ d30UQae Oax 4galOUa Ua O é@dx aaxlcUaa aa 00U &
button of the corresponding current page. The ‘Edit’ button has been relocated inside the learning

path information area, providing clarity regarding the information that can be edited through this

button. Lastly, the ‘Preview’ button has been moved to a bottom bar that remains visible on every

page, clarifying its function as a preview of the entire learning path.

@2cdé0cedd >BPUce Oadx 40é xcdel¢cedd >aU0U0U0c¢ce
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Figure 6.12: Redesign learning path navigation buttons

To ensure consistency throughout the entire platform, similar navigation buttons are introduced
within the modules. The current and redesigned page layout can be seen in Figure 6.13. While
previously used tabs are changed into separate pages, the redesign reuses these tabs to change
between languages. Additionally, as discussed in chapter 6.2.3 the ‘challenge’ page has been
moved to learning paths.

Another implementation is a so-called breadcrumb navigation bar; a series of links located at

the top of the page, indicating the current subpage and allowing easy navigation to preceding

40Ugeaei CUQAaQUAABY Uc eéddadcae e Ua 601 axU4aU Oi 484aéUxV4aU Oedagadeae aU cUQUA4 340=0ac aaelUclUaa
within the website’s hierarchical structure (Laubheimer, 2018).

Figure 6.13: Current (top) and redesigned (bottom) module navigation buttons

6.3 Conclusion

The structure plane has resulted in an improved menu structure by including subsections of

corresponding menu items. This aimed to enhance the comprehension of several menu items

and consistency across all platforms. In addition, menu items and other elements are further

OROAU Ix Oi aéU@eUal cUQUA cgaalaanralil Oax ORUUVAUAU Ug eUcU Uaxeéeeg
learning platforms. Moreover, the information architecture and navigation has been reviewed

ca 2eddadc eeP8e 6UcU 4axU4aU ¢cUQ x@aelUad@dx UaUaaadclaa éUcUU4 aaxeRT&
of learning paths have especially been changed, while the navigation buttons are consistently

OxYeaec¢ox 000aaxUaURT Oax palbadw edi axUaUl eUl¢UU4& ¢cU@ aRrOc¢Uada; ¢l
were found in the usability tests that correspond to the structure plane have been addressed.

The improved information architecture and navigation lay a foundation for a more intuitive user

interface of which the rest of the selected usability problems will be addressed in the next chapter.

After that, all improvements will be evaluated in upcoming usability tests with users of the admin

panel.

68 69



7. Skeleton & Surface

After determining the information allocation for each page in the structure phase, the skeleton
plane addresses the optimal placement of buttons, text, information and other interface

users toward their goals (Garrett, 2011). This is often done through wireframing; a method in which

interface blueprints are created to establish the structure and layout of potential design solutions

> 4cBa00cUaa - PaeUU4 taéax0OclUaay ¥£oo0owj) EVAOUAOATe 08T cidaUOORRI Raé x@RUcIY éaelal Oaede Oax RUAD
to represent images, text and icons. However, in this case, surface elements such as colours, icons

Oax ciaaladali 6ag ORAGOxI UacgUabcdx Uaca ¢cU® arbOcUada Oax xa adac dax@ a@UUAU O004ac Ueexzedeae Uaa

users. Therefore, this chapter combines the skeleton and surface planes, proposing Ul solutions

¢cUO¢ UaagxUO¢@RI Uadaaaadadced 2ed U000 ORPaGace Udec@Ox aU 8e¢ 0400c¢cUAU Rae x@RUci elaguUuaddade;

All other problems related to the skeleton and surface phase that were mentioned by usability

test participants will be addressed in this chapter.



7.1 Redesign Content Creation

7.1.1 Module and Learning Path Types

CU@ ax¢ OUAUOD eUBa e¢cbaclal ¢ca 0a@0¢cw O aaxerRP ORABOX
they do not know the difference between self-studies, assignments, LTls and Scorms. Figure 7.1
shows a potential solution by integrating icons and descriptions to clarify each type. Note that

due to the change in terminology an ‘essential’ and a ‘module’ refer to the same feature. In the
redesign assignments are excluded, since these are not used anymore. The same solution can

be implemented for learning paths, in which there are standard, dynamic or interactive learning

paths depending on the client (see Figure 7.2).

Figure7.1: Current (left) and redesigned (right) way of creating a module

Figure 7.2: Current (left) and redesigned (right) way of creating a learning path
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7.1.2 Creating Modules and Learning Paths

When starting to work with modules and learning paths (see current module design in Figure

7.3), determining the outcome on the platform’s frontend can be challenging. For example, the

Learning and Development Coordinator at DPG Media did not know where the ‘title’, ‘introduction
i dae@ee O 34a0R0a Uad 00U Ugadéormrs®a @leOa8d ‘conclusion text would appear (see Appendix F.2). In addition, the

difference between ‘image’ and ‘content image’ was unclear.

Figure 7.3: Current design of creating a module

This lack of feedback contradicts multiple usability heuristics, as explained in chapter 2.2. For
example, it violates the ‘visibility of system status’ principle, as feedback is not quickly presented
to users. Moreover, the ‘match between system and the real world’ heuristic is lacking due to
unfamiliar terms, and ‘recognition rather than recall’ is neglected, since users have to memorise
where allinformation will be located instead of easily recognising it within the frontend environment.

To address the absence of feedback, a ‘preview mode’ is introduced in which information can

0o UaagxUOc¢@RI RR@x Ua éUc¢cUUA& ¢UB Oaac@éc aU ¢U@ aROcUAadaaae Udaacwda

preview mode can be seen in Figure 7.4.
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Figure 7.4: Preview Mode Modules

Ca aapéwac eaab aé x@ROI alU Peapaloadox ¢e@iae 6U0a ORAGOXI baaée @Al
the ‘normal’ mode also remains present and can be accessed through a toggle switch at the
cadj Aad ¢cOUe a0UQY ¢cU@ a84x@8 aU Uadec @Rxzx Uese OxYeémwc@x ¢a abcOU ¢U
7.5. Additionally, the ‘introduction title’ was excluded, since it apparently did not have a function.

For terms without a visual outcome, an information icon is added as a tooltip, providing extra
explanation upon hovering over it.

Figure 7.5: Redesigned module creation page while not in preview mode
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Appendix I.1 contains earlier iterations of the preview mode, with one option discarded due to
UalaaaldcUaa aeganraldxyY Oax 0aacU@a xé@ ca UaguU OU@adi Uaad geagalgadox exdae;|

Moreover, Appendix 1.2 presents how the same solution can be implemented for learning paths,
while comparing it to the current design of the learning path creation page. Here, some functions
have been relocated to other pages as explained in chapter 6.2.3.

7.1.3 Managing Learning Path Content

After creating a learning path, content can be added in so-called ‘content groups’, which will be
renamed to ‘content sections’ as discussed in chapter 6.1.2. The current design of the content
management page can be seen in Figure 7.6.

Figure 7.7: Redesign content management page

7.2 Redesign Chapter Items

7.2.1 Creating Chapter Items

Modules include so-called ‘werkvormen’ or ‘chapter items’. These represent different methods

for presenting and assessing information for end-users, such as different types of media,

questions and assignments. Although some, like ‘text with portrait image’ or ‘PDF download’, are

self-explanatory, others may not be immediately clear based solely on their names, for example

RUOacaxaacaY R Ua O0&xaeaVY Rxg@a xUéda a8 ¢cU@ xUUUGadadg OBcegdda Raen
and ‘multiple response’ (‘'vinkvraag’). To address this, icons and a brief explanation have been

Figure 7.6: Current content management page

During usability testing it was not immediately clear that in this context ‘content’ refers solely incorporated into the list of chapter items, as depicted in Figure 7.8. To accommodate for its

increased space requirement, the updated chapter items list slides in from the right side of the
page and allows users to scroll through it, rather than it being a dropdown button.

to modules. Since it would be desirable to also add trainings into a learning path, ‘add content’
will be changed to ‘add module or training’. Figure 7.7 presents the redesign of the content
management page, also incorporating the new navigation and language buttons, as well as
additional materials, as discussed in chapter 6.2.3 and 6.2.4.
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Figure 7.8: Current (left) and redesigned (right) list of chapter items

Although the usability of many chapter items can be improved, the Director of Education at

7.2.2 Flip Cards

1308 OO0axae OaacOU4a VabUgdeae a4 ¢cU@ Udaac Oax cdéc a4 cUP OOOP &Ux@Y (
obtain feedback. This feedback serves to indicate whether the response is correct or incorrect, or

can be used informatively when there is no right or wrong answer.

CUg Oeddgdac x@eaelU4a aU ¢U@ Ua 00&8xae 0a@0O¢Uaa a0UQ Uese =Uaéa Ua tUL
Figure 7.10. Minor improvements include changing ‘subtitle’ to ‘text’, adding the option to edit text

formatting, indicating that images are on the front and texts on the reverse side, and adjusting

¢cUP aax@a al 0a@0c¢laUl ¢U@ Uaaag Oax OOOP auU O Ua O00&ax; xxUgUaaldRRIY
informative’ button to explain its functionality. In the redesign, the option to specify the minimum

number of cards to open is only visible when ‘only informative’ is selected, while the ‘correct’

buttons are removed in that case.

1¢8¢U08aa40Y ¢ca Uadaaaadaldced ¢e=20a Uo@gx000bPY ¢UQ 48x@xeUU4a ORRAG= ¢ca O
aU 80=xcadlU0c¢UaU ¢xgadae ca OReOIe 0400¢@ Uaed Ui O0axxei Ca galdad@ OR
aUu Ua O008xe U4 ¢cU@ UdaacoaxY O d40éUge aaxg Uae OUOUA Uacdaxed@dxyY Oc

1JUe48@ 2j-~- 1¢440d¢ xPaelUa aU Ud O04dxae 0400¢Uaa 40UQD

EuTAE: 24000 OORRI agaclaadgx ¢cUO¢ Ua 00&xaeY Uacedace Oax eRUxP8ae 040 UgadalORR OadeUxgadx ca OO

complex. Therefore, these three chapter items have been redesigned.
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7.2.3 Hotspot

A hotspot (see Figure 7.12) is a tool that provides information within an image that can be
accessed by clicking on the corresponding circle. Some minor changes have been made, such
as starting with the title and replacing ‘subtitle’ with ‘text’. Although hotspots are currently only
used informatively, it is worth considering the option to mark a hotspot as ‘correct’ when asking
about which location the answer would be. This feature has been implemented in the redesign
as shown in Figure 7.13.

Figure 7.12: Current hotspot creation page
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Figure 7.13: Redesign hotspot creation page in preview mode
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7.2.4 Slider

A slider is used for answering numerical questions, enabling users to select a number by moving a

circle along a bar. The current design in which sliders are made is shown in Figure 7.14. To enhance

0aaadaoUgaaelaa aU ORR Uasec ORxaeY cUQ aa@élgeée aaxg Use OUOUA Uadcdaxed@xyY eaUUOU0U UaagxUO0caRI
communicates its appearance and options (see Figure 7.15). Additionally, tooltips are added to

explain the purpose of the minimum and maximum correct values.

Figure 7.14: Current slider creation page
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Figure 7.15: Redesign slider creation page in preview mode
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7.3 Redesign Publications 7.4 Redesign Challenges and Knowledge Checks

The ‘Publications’ page is used to publish the module or learning path on the platform, making In the current platform, after setting the ‘unlock behaviour’ of a learning path on ‘challenge’, a
it available to end-users. In Figure 7.16 the current state of the publication page is shown. It challenge appears at the beginning of the learning path, while text and an image can be added. It
includes checkmarks that indicate to which organisation the module is published and for what automatically integrates questions from the modules included in that learning path. A knowledge
¢UxaUOURU¢I 0aaxUglaa; »aé@égay elga ORUOPUAU aa O 300U O adU0aUxe0Oc¢lUaayY aari ¢Ua@edkQuaingties@nelyaestions, can be added at the end of the learning path. As explained in
visibility options for that particular publication is shown, limiting the immediate accessibility of chapter 6.2.3, some users struggle to understand the purpose of a challenge or knowledge check
all information. This limitation has been addressed in the redesign, as presented in Figure 7.17. when making a module, as these are exclusively used within learning paths. Therefore, the feature
»P80Y ¢U@ 4e0RUO0Oc¢UA4 04aa Uedlbclaae O00aag a08¢ AU O RUee¢ OUcwa ae0RUaeUUAU ¢UQ@ aasfialdng chdéngeadndkbodledge check items is relocated to a new page within the learning
publication details readily available and easy to manage. paths section.

Challenges are not included by default and are dependent on the locking settings. When there

is no challenge, users will encounter the screen as showed in Figure 7.18. When hovering over

the information icon after ‘no challenge’, information will be provided that explains how to add

a challenge. In addition, tooltips are added to clarify the functions of challenges and knowledge

checks. Unlike Figure 7.18, only one tooltip can be displayed at a time. A knowledge check can be

Oxx@x OUc@a ORUOPUAU aa RPxUcaj AadO@ O OUORRDAUD Uae Oxx@x ¢cU&aeul
can be created the same way as chapter items (see Figure 7.19). Regarding knowledge checks,

the redesign now offers the option to create distinct questions, in addition to reusing challenge

questions.

Figure 7.16: Current publications page

Figure 7.18: New challenge / knowledge check page with extra information while hovering over
tooltips

Figure 7.17: Redesign publications page
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Figure 7.19: Challenge and knowledge check creation page in preview mode

7.5 Conclusion

The skeR@caa Oax 2ealU00@P d4U0x0 Oxxdeaedx OxxU¢UaaldR Uxe=xzedae Uxgacg
that relate to navigation and placement of information, buttons and icons. Consequently, the

redesign incorporates explanatory text and icons for different types of modules, learning paths

and chapter items. Guiding users through the creation of modules and learning paths has been

2UaaRU @gx O1 40a4U004aUxeUaU UaUadadcUaay OxxU0aUl caaRgUaeseyY Oax Uacaa
provides direct feedback on the outcomes. This preview mode has also proven to be valuable

Uaad gal00adUlaul ¢U@ x@elU4 aU ¢U@ aaadg 0Oaaarge O0U04¢w@a UcgaaeyY adagr
&RUxgadx; AadgaédayY ¢UQ age ae0RU0O0O¢UA4dxe 40U aUUGa= O ORBOAE aédaél
modules and learning paths are published, and a page is added within learning paths to create

challenges and knowledge checks.
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8. Usability Testing

The overall objective of the concluding usability tests is to discover the extent to which the

usability and, consequently, the user experience of the redesign of the Blocks admin panel has

been improved compared to the current admin panel according to beginner and experienced

users. Secondly, it aims to identify any remaining issues within the redesign that still require

improvement. This chapter outlines the method, including the tasks and questions for the

participants, to achieve these goals. Additionally, it delves into the analysis of the results and the
Uac@oUalclaa al ¢U@exe@ axUalUesx Uaca ageée x@gaeUUa 4g0aaagax0Oc¢laaeae;



8 1 Method Regarding terminology, all participants expressed a preference for the term ‘module’ over
] . ) . o o . o . ) . _ ‘essential’ in terms of clarity. However, WBCSD already uses the name ‘module’ for ‘learning path’,
Similaa ¢a ¢UQ aageUaee aaéax aU exeOOURUcI ¢decUaUY a0acUoOU&a0Oace aU ¢UD aOR aax@dao ey PaRiCiphhtd filntioned that they are already used to the word ‘essential’ and would not

engaged in various tasks and questions while thinking aloud. This approach helps to gain want to change it.

insights into what ways the redesign is improved compared to the current admin panel and

highlights any remaining issues. However, this time the testing platform ‘Maze’ has been used, 1388 404¢cU0Ua04ce OUABBx cUO¢ RgaaRpUc UcPaea Ue 04 4a0ORTOA coaay &l
eUUOU OBRaee ca Uaadadc *UUAO adacaciage eUcU ®a00U Ox Bea@0O¢@x a0¢Uee Uad 0B4acOUa ¢Q@bmtirel@ Fdt dBCSD itis already called ‘additional materials’. Although two participants

add different types of questions (Maze, n.d.). Using Maze ensures that the test is the same for all suggested to shorten and modernize it, ‘aanvullend materiaal’ was considered a more clear
participants and leads to a clear overview of results, including screen and audio recordings per and self-explanatory term. Lastly, at a later question, the participant from WBCSD suggested to

task, heatmaps, misclicks and usability scores. These metrics, therefore, help to compare results change the term ‘chapter item’ to ‘interaction type'.

between experienced and beginner users.

8.2.2 Module Overview

8.1.1 Participants ) ) o o S CUQ O4medam ca c0Q aePacUaa aE00c OaReada caeBx 1ae 604c ca 00 U4 ¢l
CUB ¢Baec¢c Ub0xe 0004 OaadrRBc¢dx O é0 ¢ePadae- ¢cUQ AdaxeO¢ Aéaoa au AAAPAY ¢U@ U4 0cad aUz2880085Y8% % 100ead «jo; COQ Odmedie Uak RAcUDAA OAQ acadx Uaij 440
WBCSD, the Innovation Advisor at Loyens & Loeff, and two Learning and Development Coordinators acOUxaY axeaOclaas Oax aela @IxUcPx ROeca; AGUOAxUAU RaOPUAUY ¢c0@ AA:
Udaa -A° A@xUOi CUPZ &ex¢ ¢UaBP a04¢U0UE04ce 040 OdaweUxPagx PedBalgaodx ex@aeY & U@a@ORerbithPeouftialso specify the conditions under which a module would be unlocked.

Media participants typically work within ‘trainings’ instead of modules and learning paths, and “xxUcUaaORRIY O¢ ¢cU@ ¢cOaeb al 406UUOcUAU ca O aaxeRPase 4000 ca ax e0U
are therefore considered beginner users. Since the participants are familiar with the context of the participant from WBCSD highlighted the usefulness of having this reference.
the Blocks platform, all participants can effectively evaluate the redesign in comparison to the

current platform they are accustomed to using.

8.1.2 Tasks and Questions

CUZ xUsecUalbc UalRe a0RO¢Ox ¢ca 400U O Uzxeede UaRRAEUAU Uaaa ¢UQ x@aeUU4a 80020 ¢00¢ ¢UP ¢Bee¢ OUaea ca
uncover can be found in Appendix J.1, as well as the tasks and questions for the participants that

are aligned with these goals.

A Figma prototype has been created according to these tasks and questions. Therefore, not all
Ul elements of this prototype are interactive. Since it is not possible to type in a prototype, text
appears when clicking a text input element. The current platform may be different per client, for
example some clients have extra menu items or features, and the language differs per client.
However, to ensure a fair and consistent comparison, the prototype for this test will be identical for
all participants. As all participants are Dutch, the prototype was presented in Dutch, and a neutral
example organisation was used in the prototype, namely the University of Twente.

8.2 Results

Thetranscriptiadee aU ORR 6@ e@ 04 cOaecae 040 OcOUROORD Ua "4a0axUé % AAAQacoay aa@axUé %i¥ 440 a0 acgre 81 Answerswhich columns are preferred in the module overview

the results generated by Maze per question, including heatmaps and answers, in combination
Inregards to incorporating publication details in the module overview, one participantimmediately

Ux@acl @x ¢U@ 0aada@dc O&4aé ca eavanrRx ¢UQP 4ae Oax 4a0égdO0OR ¢cUQP aaxeRgD.
other four participants required more clicks to access this information, as can be seen in the

UpbOcada Ua t0Uedd «j¥; Aada 0é60a0U@Y a408¢U0UAa04ce AP *xDBx §j« ORUOPa
Céa a04&4cU0Ua04acee a@acUaadx ¢UO¢ Ug é0a aac ORGO& ¢cUO¢ ¢cU@ Oadae Oaen
2ad00xUedx ¢UQ 0a4é0aU@a0@ aU axUaU ae0RUOOcUAA x@cOURae xUa@OGR

with an overview of user click locations and relevant feedback and comments extracted from the
transcripts. This section will address general data observations related to each redesigned part.

8.2.1 Menu Structure and Terminology

No participant could directly locate the menu item ‘mediabibliotheek’ (‘media library’), which
was nested under ‘content tools’. Instead, three participants initially clicked on ‘content collecties’
JROA4cBAc OARRBOcUAAzARY 6UURD céa 404cU0UA0Ace dsec ®BROOCOx Rcid0 OaacBaca »>rIKEALY going g medulespyplication page. The arrow was also often clicked at the task of
06BAOUD 462004 AU ORUOP® ca 4x cUB Uac@ax@x Uc@a 60z §i¥Y e0URD Uc 60= 000UBe00RY AAEWHIYAY £VP Bo0aalal a0¢Uz al O 2400U O aaxelo;

The clarity of the new subheadings had an average rating of 2.8 on a scale of 1 to 5. Feedback
mainly highlighted confusion resulting from three subheadings containing the word ‘content’.
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Figure 8.3: Answers to the question whether the participant prefer to use the preview mode or not
o ° 44 A406U@éY | ° 44 440U040400Y © ° 440éU0éce
8.2.4 Chapter Items
All participants immediately understood how to add a chapter item (‘werkvorm’) to the module.
Whilst the majority of chapter items were self-explanatory through their icon and description, a
small number of remarks were made. The initial participant from DPG Media and the participant
Udaa ¢caigae ™ ;aQ0UU Uaeéax Ug xUU OeRg ¢U@ U&a0exd ¢U@B xUUUBAaAZAa0OD Od¢
Figure 8.2: Heatmap of checking in which organisation and language the module ‘Duurzaamheid hotspot and a standard one. Furthermore, the Loyens & Loeff participant recommended

op de UT" is published substituting ‘suggestions’ with ‘open suggestions’, as the responses are accessible to learners. He

also mentioned that although the names of ‘meerkeuzevraag’ (‘multiple choice question’) and

Concerning the option to hide columns, participants were positive about this feature and found
.. e A e e . I, o oA, e e e . e e e, Avmkvraagq (‘multiple. re Qnse %ucestlon) do not clearly indicate its difference, the icons make
Ug UadceUcUéP cad OOO0aaanRUeaeU; AUaUROCaRIY R¢PdaUaU Oax aeédacUalU édagd ORaxeéad adaOdUedx ?h t % eafn
is apparen

AaRri ¢U@ 8mx¢ a08¢U0UA04ac Udaa -A° AgxU0 a0 x@x 244 ORUOPea ¢ca RA00O¢W ¢UPB R¢w@a adclaa ppx Ua

. the eSCI’Iptl no text with audio’ and the word ‘download’ in the description of ‘PDF download'.
®@c8eUURTx ca xUseclalUelUael O00cedga ¢cU0@ R RcPaama Oax ROaReadxa Oéccadei AQagUaaQX,a oaUA B(;Q(;l
e . N o, . A, e a% a'&aa ac a0Uaegx O AAApA a@acOUlae ca ¢cUQ x@adalacUaa au Ua O
aaclade UaORexg ROxeaxeUU4dagaca éaxda Rcidaga O0ax RcOUaeaj xxUcUaaldRRIY ¢cU@ Adaxedc Aeagd Oc AAA H
labelled as multiple choice questions if it could also exist without a correct answer. Additionally, he

lﬁ) }gl&)ant ?rom RMMBR recommended the inclusion of mp3’s or podcasts in

remarked that the list would become too long if a client would have 50 organisations.
mentioned that he often gets the question what happens with the answers from open questions

) and that these are only for the users themselves to review, while no one else can see it.
8.2.3 Module Creation

The supporting text and icon for each module type (as presented in Figure 7.1) has been noticed w4 c0@ ¢cOeb al 0OA@0OcUAU Ua 00&xe éUc0 c03A0Q0 O0axe Oax aa 048400 ¢ O
Oi ¢cU@ AAAPA AaaxeO¢ AeawayY Oea A eanlnisyme@that @ you have no idea what UaedcU Uz 600ax ORO4ab Uaec@0Ox aU x@R@cUAU UcY Oax ¢Ua@g@ ad0aclodUadaca
an LTl or a Scorm is, and you just start working on the backend, that [text and icons for module UadaecgOx aU gad0ORVAU ¢U® RU4AUA&a0OcUED aaRia calURG; AAAPA Oax EuﬂﬁE- ¢
typAef]aAddsvalue, f?r?uAre.AVi/egoAtthatf?edt?acAkarzywa){. ./.fwasfCOTfhePiEV'OUAS?enjo,V‘{ed’dr o o ) o ) g/f{@ Q\éééQfég éB‘OgUééa Ua ORR&aEUAU ¢ePaae ca 0400¢w aadd ¢0U0O4a Uaed aa |
cé4 éP0Udbae OU& da 48 CUQI égdad aUaeaelUalU eedddacUal ¢cQécae da ¢cUJ OOObPTaxj £A Uax@dxY @ﬁlﬂ:éﬂe§§g@5§%@% eeglUeRagee aU ¢cUQ aa0éUdée aaxd Uaa 0agbcUaU Ué oXoX|

study”, but it also states what itis. " (See transcript in Appendix K.1).

The creation of a hotspot chapter item went as expected and did not present any major usability

When creating a module, all participants performed as expected in the normal mode, without 48a0RQae; AaRi cUQ@ A&ec 404cU0OUa04ac aU -A° A@GxUO B4a00ORDx ¢0@ RUAUAAAC
the preview. Whe”~ entering the p.r.evi?w mode,AaII Pfj‘rtjCipa“tis Pad trouble reccA)g.r.ﬂsin’g th“ X ) ) because it was required in the previous task. Two participants mentioned the cluttered look of
a@@x@Bx ca OB BRPx Uay ad ¢UaeUU0¢ ¢UO¢ PéPaicUUal eOa ORAGOXI BRPx Uaj "00aax0aU ca U hgd GndthewBESD participant wanted to be able to locate a hotspot more precisely and

results show that the three experienced users each have a distinct preference, while the beginner change its shape, size and colour.

users either favour the preview mode or have no preference. The participant from Loyens & Loeff
PeadPeedx ¢UO0¢ Baa da0UPaCa0Pa xade aac 000ed0¢PRI 80 00¢ UV adlalaay 20400 U0 qgéﬁym@r@\%r&%(?aq’g@%&bﬂlg problems with the slider page. The participant from Loyens
both functions together enables quick module creation (see transcript in Appendix K.4). ™ ;200U xUx aa¢ RR Ua aaec aU ¢U@ =RUx@a é0RedaY Oec¢ adaclaadx ¢cU00

The RMMBR participant suggested editing the unit above the slider, not just the one on the left. In
When the participants had to indicate how to create the module in English, they all initially clicked

the correct language button. However, they then attempted to edit the module instantly, without
ORUOPUAU ¢cU@ R@BxUca Oéccaa e

addition, the WBCSD participant expressed his wish for an option to make the slider informative
only, as it may not always have a correct answer. He also noted an issue where, after the learner
gives an answer within the correct range of numbers, the slider would shift to the exact correct
answer, giving the impression that the answer given was incorrect.
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8.2.5 Publications Aa ¢U@ acUga UOaxY ddazaadace alU RrR@O03aalal a0¢Ue 0adll0aeUaedx ¢cU@ |

Three participants successfully navigated the expected path to publish the module in Dutch challenges and knowledge checks in the place where they are worked on, and the usefulness of

and English. The participant from Loyens & Loeff initially went to the ‘info’ page instead of the having an overview of all questions within a challenge or knowledge check. Furthermore, moving

‘publications’ page, and the second participant from DPG Media mistakenly clicked on ‘preview’ it to learning paths allows the creation of a large pool of additional questions for a knowledge

instead of ‘publish’ once. As well as positive feedback, RMMBR suggested to allow multiple check, potentially making that test randomized. Although WBCSD had good reasons for choosing

RO4UeOUPae Oax a8U04&Uae0OcUadze ca OO 20RBOcBx O¢ ¢cUB a20ad ¢lag; cUZ &daec a0&cUOU aQ?@@gw@atheﬂoarticipamalso recognised the advantages of linking challenge questions to

Media mentioned that she was used to seeing checkmarks behind the published languages, aaxeéRPde ca eeddaddc ¢UP O4@0cUa4 aU 2a@00U O aedeclade a4 aaxeR@ Oax
although she acknowledged the clarity of the publications overview at the bottom of the page. upon successful completion of the corresponding questions. However, WBCSD expressed

dissatisfaction with the current restriction of creating three questions per module.

8.2.6 Learning Path Overview and Creation

To the multiple choice question what columns users preferred in the learning path overview, all 8.2.8 Overall Redesign Evaluation
404cU0Ua04ace Oaxeedadx cU0@ cUcROY ae0RUOGOcUAa4 ecOceeY Oax BOAUOUD e AcUDa a0 e aWhes@mpartgtheerd eaegign withthe currentadmin panel, the two DPG Media participants
showed a majority preference, except for two votes for ‘last completed’ and one vote for ‘type’. rated the redesign a score of 6, while the other three participants gave it a score of 8 on a scale of

AUalURO4& ca ¢UP aaxeR@® aégaéloeyY cU@ AAApA 3038cU0Ua04ac OUaxe@® @604l asdcUaa; tad Rac Uig ik Fingl (eparkg ictuded the positive value of additional explanations and the preview mode,
408cU0OUa0Aac Udaa -A° AgaxeeGe URRAI~ t&- 06041440 484 ca O 24000 O Ud4aéea® Ua acUD4 éadxeey although the preview mode could be less cluttered. The additional information and better way

is it visible to everyone?” of searching for materials, for example in modules, were also received well, as long as columns

can be toggled on and off. It was also mentioned that these changes should be implemented
The three experienced users managed to complete the task of creating a learning path and OaddelUecdachRi OOCdame ¢04laee a0UPeY Uad geOaaBRy Ua eéegde Oax Udae
adding the newest module and additional material on their own, with fewer clicks than the on ongoing challenges, noting that certain aspects remained ambiguous, unclear, or required an

Ao AGxUO 304cU00Ua04ce e0a UOx UOAxR] ex@x aaxeRPae Oax RPOAaAUAU a0c¢Uae OBUAAY; CUPERPEeaVeéT 4ea0da aU ecPaeyY aOPUAU Ug xUU OéR¢ ca ax ¢UQ aBeéeclaa Ue
Media participant attempted this task unsupervised at a later moment due to lack of time in the

®édddéUe@Bx dsec a08¢ aU ¢U@ ¢Pecj EUgUaec U@BRAY 200 60 4ac OORD ca Vaaardc? ¢cUQ g@q@@j@@[mUandiDesign |mp|ementati0ns

O &2UQ cU&eUU¢ ¢UO¢ ¢UP éUARY ¢cOexeb xeU&eRx OY xadd a4 ¢cUQ
management’ page that appears after creating the learning path was also needed to complete

the task. Similarly, the second participant from DPG Media needed guidance to complete the task

successfully.

aee a0UQY eUoaodO= ¢ LLr%is gugc%gp%eatv?/iﬁ interpret the described results and suggest design implementations that can
be concluded from the insights.

8.3.1 Menu Structure and Terminology
The results regarding the clarity of the new menu subheadings suggest that the structure is not
8.2.7 Challenges and Knowledge Checks
Since the function of a challenge is to unlock content sections upon successful completion, the
o 20 6UG 4 . N S BUBRRBAUD &0  OAdmeR 00 caARcUA AQE 2 Raa BUOR aéths .and medlablbllotheek (‘media library’) was perceived as a content collection or part of
aaae ¢ U oU@ac a0cU ¢a Ox x © o0 U.O au .e O ca Oaa=melc ¢U caakcUa agec ca faa OUO ypépjl (l:"onten}( |nstead 01LJ ‘content tools’. Despite the attempt to communicate the relationship
explained to select ‘challenge’ as the unlocking behaviour on the ‘locking’ page. However, all

A between content types and other menu items by consistently using the term ‘content’, it turned
404cU0Ua04ce deec ORUOPGx R@xUca 44 ¢cUP ROUORRBAUD ¢ Paaer@xU@ OUBOPa a0UQ Oax xUx ?% at Zﬁ: g%

ut that thig gctually create confusnng as menu items could align with multiple subheadings.

caaBRcUa eacUR d8aaacdxi Aa a@O0U0U4U ¢cU@ RRaOPUAUA a0UQY aa@ a04acU0OUa04c VaagxUOc@RI a0adU@x ca
change the unlock behaviour to ‘challenge’, while three part:mpants initially clicked alternative Although the subheadl ‘homepage’ was initially discarded, since the corresponding items
grRBagace; CUD 8ec 404¢U00U0&a04¢ U&daa -A° A@GxUO xUx ¢UU& ¢Oaxeb ¢dxedriélaedx Oax aUae(;OD{Z) %1 P (? (f? . . .

had 1o b q h A ol h I7in uture no be presented on the homepage, this term still accurately describes
it ha t:: e exemlJlte enht e rlr(tansge corttent fpage. .S.It was not pcl;|55| eto rleturnhtot it 6 20040 0O4c O=aBOc aU cUPUA UeadcUaa Oax xUecUalelelde cUDa UA:
peg:]e,sfeer\]/entuatdyqultt:tas ;— I(laremalnlng (c;(t;rgartlmpant?lellerea etocorEp”etet etas OUABDx 01 cUD AdaxeOc Aeada al AAAUA; AQUOAxUAU BOAACOAC cadReay ¢U
without further guidance after a challenge was added, successiully creating a challenge item, & Loeff proposed the title ‘media’, but this does not encompass the items ‘tags’ and ‘enquétes’

(‘surveys’). To eliminate the word ‘content’ and describe all items in this category, the new title

optimal yet. For example, ‘content collecties’ (‘content collections’) could also include learning

although three participants did not initially notice the option of reusing the challenge question for

the knowledge check. . . . . . . .
9 ‘media & tools’ is suggested in an improved structure. This category could also include the item

Wh ved wheth erred hall 4 knowled hecks withi RiUAee¢ 4éaayY eUUOU Uxe a0RO¢@Wx ¢ca ¢OU&x; teaclU@aaasdagy Rcidag Oaacg@aca |
en aske W,et er users preem?_ fo create challenges an . nowledge checks V\f't n Oax RUPOAeUPPaAe0PUPPAaa >Reaedd a0a0UBagacac ORAGOX]I U0 O xUacgUal
modules or learning paths, three participants favoured modules, while two opted for learning
results in the menu structure as presented in Figure 8.4.
40¢cUx| AgO=ade Uad Oax=egalal RaaxeRPaea VabRexgx ¢U@ O@Aad ¢ aU RUAPUAU OUORRPAUD Oax baaeR@xUQd
OUPOP aegm¢laam ¢a ®4000 O aaxeRd=Y PR0a0a0cUa0 ¢UD 400x & xedB000¢0 aegaegUaaganceallapaatlupantsggreedthat ‘module’ provides a clearer description of its function compared
that appear in multiple learning paths or in dynamic learning paths that are slightly different

to ‘essential’, it is recommended to adopt this term, particularly for new clients. For existing users
depending on which group it is for. Another reason was the ability to add fully completed modules

| ) h idi lated ch . ) h and end-users who are accustomed to ‘essential’, it is advised to discuss with clients whether to
to a learning path, avoiding content-related changes in learning paths. " . .
9p 9 g gp transition to the term ‘module’. However, due to potential new employees or end-users, it could be

argued to implement this change across all current platforms to ensure consistency and clarity.
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Similarly, ‘aanvullend materiaal’ has proved to be a suitable term to replace ‘toolkit items’, since it
is still similar in English and clearly describes it function. Although there was a suggestion to make
it shorter and more modern, the proposed alternative, ‘aanvullende modules’, might be confusing
compared to ‘modules’. Consequently, it is advised to adopt the term ‘aanvullend materiaal’
or ‘extra materiaal’ across all platforms instead of ‘toolkit items’. It is also adviced to consider
changing the term ‘chapter items’ as it does not clearly describe its function. An new option could
be ‘interaction type’, but further brainstorming for a suitable term is adviced.

Lastly, since no objection is made against the new terms ‘content sliders’ instead of ‘widgets’,
‘mediabibliotheek’ instead of ‘media’, and ‘content sections’ instead of ‘content groups’, these
new terms are also recommended to implement.

Figure 8.4: Final Menu Structure
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8.3.2 Module Overview

CU@ axUaUa UaxU00¢@x ¢UO¢ 3400040400 40U04&xU4&U éUO¢ UaUvadadcgU:
aegaelge é0ai ®UU0aU O00agRI Oax 04 ROAUGRI Ua egdadox Oi ¢U@ UeaOgU:
in their current LXP. Notably, all participants were interested in the new ‘published’ column,

showing its added value to include in the overview. It is advised to incorporate all columns from

the prototype (as earlier presented in Figure 6.7), while considering additional suggestions, such

as where else a module is used (e.g. as prework for trainings), tags, duration, and most recent

@xUcadei CUO AdaxeO¢ Aeaga O¢ AAAUA ORxa adl0aeUaedx ¢UQ ¢0Re@ au U0
it is possible to enable or disable them and to save these preferences. The inclusion of the number

of learning paths might be optional, as the only person who answered this did it for the reason of

having as much information as possible, and because including the exact learning paths within

a module page was received positively.

Concerning locking, additional details on unlocking conditions could be added. Furthermore, more

distinct ‘locked’ and ‘unlocked’ icons are recommended, as these were perceived too similar by

cU@ &ac a808cU00OUAa04c aU Ao AgxUO0; »a4U0iaacOR 208arRRVAU Uae Oad8aédx
and will be less problematic when hiding unwanted columns.

Regarding locating publication details within the module overview, the fact that two participants

did not know that the intended arrow could be clicked may have to do with a lack of hover

BUUGOce a4 ¢UPe@ U0a4de Ua ¢UQ ddacaciag O= éaeRrRx 00 ¢U@ O0aew Ua ¢U
publication details should be in this overview as can be concluded by participant’'s comments,

the usability of revealing this information should be improved. The fact that participants clicked

the arrow when asking about learning paths indicates that it does not intuitively communicate its

a0ROcUa4a ca 4e0RUOOcUAadei xxUcUaaldRRIY ¢cU@ 8ac a04cUOU&a0ac aU -A° A
the language in which it is not published should be excluded instead of leaving it black.

CU@ UeéabcUaae alU UUxU&aU Oax Uaélal OaReaaeyY R¢c@aUAU Oax sadcUau
®2eUUQeaec@x Ua O00EcT4a ©Oj¥i¥Y 20400 ¢UUex 48aé0x ¢ca O@ UaceUcUéw Oax es
ROxeaelUaadacea O O ciagdyY ®Uad@ ¢cUBa@ acURR FéUaci ¢OaeclRiY O ¢cOU R«
EuTA£-Y O é0RR O e@0A&00 aacUaaelga RcpalaU aa aal0ala0claala 00

8.3.3 Module Creation

Based on the results, the icons and text describing the various module types are a valuable
addition in providing in-context explanations for novice users. Moreover, the diverse results of
preview preferences suggest that the combination of both the preview and normal mode meet
the user needs of all skill levels, who can use either mode or a combination of both to obtain
constant feedback about the outcomes.

Nevertheless, there is still room for improvement. For instance, the perception of the participants

that the preview mode was already complete implies that a clearer indication is needed of what

eUaeRx 00 RRE@x Ua a4 43000 = éUQAD Yeaee 4R00QUARXEDAE ¢PEcY 2eOU O
The preview images currently show front-end buttons, such as ‘add to favourites’ to provide

additional context of the look, while these buttons are non-functional. As some participants

clicked them, it is advised to remove them.

Another insightful remark was that the preview only shows the desktop version and not a mobile

égadaelaa; @« UaaRgagaclaU O aadURD égaaxeUaa éaeRx 4gaela® 2U0UaAU 004
eUaeRx el OO Uad aaé; »ae@édayY UU UgOaUORD U4 ¢cUB Ueceddy O aadURL
add.
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As detailed in the results section, all participants attempted to edit the module directly from the facilitate the ability to locate the hotspots more accurately. Furthermore, the participant from

‘English’ tab instead of clicking on the ‘edit’ button. This issue could be solved by implementing a WBCSD made a valid point regarding the customisation of hotspot attributes such as colour,
clearer distinction between the edit and view modes. Another solution would be to also allow for 20040 O04ax «eUig; EUUR® OUOAUUAU ¢U@ 20040 xagdae adac 00é@ 04l UaagdxU(
editing the preview images from within the view mode. size and colour may lead to more visible hotspots. The colour options could simply be light and

dark depending on the image colour.

8.3.4 Chapter Items

The results proved that integrating icons and descriptions to the various chapter items is a useful The limitations of the prototype became particularly apparent when participants quickly moved

¢08aeU0 ¢UB &®RUx@8 a0U@ Oi =«UaiRl ORUOPUAU aa o000 Uaaeg @Rx éUgUa«
meaning of each function. Although entering the values themselves could lead to different results,

contribution. However, some improvements are suggested based on the participants’ feedback.
Figure 8.5 shows enhancements to the icons and descriptions of the ‘text with audio’, ‘open
ae@eclaaay B Ua OOaxeay RUaceaaca¥ RUUxx@a Uaceaaca¥ Oax ReelUUgaecUaaa 000acoa UPS Sugent 4esyiis dngigaty minimalugability problems. Improvements include the ability to
functions. This includes additional information on ‘text with audio’ and ‘open question’, reworded change the unitin all places where it is displayed on the slider in preview mode. Furthermore, the

x@eOaUiaclaaae aU R Ua O04&4x=za Oax RUagxedacaYy OUO4AUGx UOada aU RUAgaedaca Oax BUUXx@a\/\@gégepgglglgarggxge?g?g@ggferenceforan ‘informative only” option for sliders, but did not
344éUx@ 04l ®400U 0 ¢e0 O00xPexi CUUx 3400040400 =@0adx ca 00 40RO

feedback to learners when the slider moved back to the exact correct answer. Therefore, the

their differences, and changing the name ‘suggestion’ to ‘open suggestion’.

proposed design change is to include the full range of correct answers in the feedback, rather
than only showing the exact correct answer.

8.3.5 Publications

uOaew@x a4 ¢UP aaxelc¢lUéd da0xdsdedae O4ax ¢UQ a¢080RR U OUBAOI xPaddxc
be concluded that the publication page has improved compared to its predecessor. A further

improvement would be to introduce the ability to select multiple languages and organisations

elaercbagaeaenriy abbplalU ¢cU0@ aedORUa0UAU 34400 = 2440 U OUGac ¢U04
at a time. This could be done by adding a ‘select all’ button and changing the radio buttons to

checkboxes. Moreover, keeping the checkmarks behind published organisations, languages and

visibility settings, as in the previous platform, helps to also provide feedback in the upper part

of the page where the selections are made. The fact that one participant clicked on ‘preview’

instead of ‘publish’ may be related to the similarity of the buttons. The ‘preview’ button could be

more clearly distinguished as a navigation button rather than looking like all action buttons.

8.3.6 Learning Path Overview and Creation
Similar to the discussion about the columns in the module overview, the preferences for the
learning path overview mainly depended on the current functionalities in participant's LXP.
Figure 8.5: Improved chapter item icons and descriptions For example, WBCSD and Loyens & Loeff only have one type of learning path, and DPG Media
) . . ) . . A . participants were unaware of any additional types, making the ‘type’ column irrelevant for them.
-edlal ¢U@ 04@OcUaU aU Ua OO&x=eY ¢éa Uemedae ®caax aeg adeci 'UdacRiY éEJUBQ cUD aa 9Uﬁﬁtﬁ@o@@i@ﬁtﬁs@l%@&@nmendedtoincludeallcolumnsfromtheprototype allowing users
44 RP=e ¢UO04 Uaed OOaxe é0x= éORR 400QUEDx Uad Uce @eUOURUGHY ‘?é 404cU0Ua0ac @o@H&:t&H%Iu%ﬁsﬁﬁ@%s@B%@é As suggested by DPG Media, the groups to which learning

blank instead of deleting it. To address this, the default number of cards could be set to zero, as paths are assigned could also be included in this overview. If all columns are implemented, it is

3”9995ted byfhe participant of Loy?ns & Loeff. This change encourages users to ac“"?'y choose i i X o crucial to enable preferences to be saved to avoid enabling and disabling columns every time.
cUo 42a0@a auU Ua O0&axaeVY adgédaclaU cUga Udaa O00Ux@acORRI R@OéUAU OOaxae ORO4aPY Oax adaaacUau

consistency on the platform as the default number of hotspots is also zero. The second challenge The fact that the task of creating a learning path and adding a module and additional material

4000&x0aU Ua OO&xe a0acOU4a= ¢a ¢UO RUAUA&aOcUeo aaBia aacUaa; "BgUaeul ¢UO L.Jé‘ué‘"‘;‘v@‘af:s)|’§é'1Jc%i‘?}ed?a{%‘?h%r‘élléh';lallenc‘:jing,andevenimpossibletocompletewithouthelp,islikelyrelated
explained its function, participants did not consulted this information. To avoid users from leaving ca ¢cU@ x@RrUé@AI aU ¢0@ ¢cOapbij Aa® aU ¢U@B UadRe al ¢U0Ue ¢Oab 60 ca O
all ‘correct’ checkboxes unchecked, the existing warning pop-up that appears after attempting RiAec 644b aaxeéeRga aad cUP &mc 3000 OQUAA® OxxUaU aaxeRPe ca ¢UD R
ca 0ag0¢Y QUQA(?UOQA@Q‘& UQ?a aeAUaéBx Q’éaBUOU’Q’B\' aegC)Ag(Z) QUCB‘? Of-? BQ’O‘:E'? aag ‘ Ua 00ax Uéec@rﬁpé?e@ 1@ SrfePtEsis, hi task required more steps and placed the steps in a different order
0add@OcY a4 ¢00¢ cUg RUAVAAAOCUED aaRia calUBRY =UaelRx O O0cUeOcPx UU aa Ua O00ax Pz |p\ﬁa%%r%§e@ftéd?rﬁth99terface Consequently, because of inaccurate reading, the two
correct. participants from DPG Media initially wanted to select the module that was to be added to the
RBOA4AUAU a0cU O O damxc éadbj RcUaeUlU0 ¢U@ &ec a808cU0OUAa04c aOaVaUe
To declutter the hotspot page, the image could be displayed across the entire width of the page post-work, she was unaware that she could proceed to the next page where the module could be

and the hotspots below it, as suggested by the participant from Loyens & Loeff. This would also added as content to the learning path.
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Regarding the selection of modules as post-work, the transcripts suggest that this feature is
currently hardly used. RMMBR notes that this is due to a lack of feedback in the front-end that
modules are unlocked after completing a learning path, while WBCSD questions its value, as it
can also be included in the learning path. Therefore, the existence of this feature, its placement,
and the addition of feedback upon completing of a learning path should be reconsidered.

The remainder of the pages should align with the prototype’s design, as it was considered more
logical to add additional materials in the proposed location than on the ‘info’ page. In summary,
the process of creating a learning path and adding content can be summarised by the comment

of the Loyens & Loeff participant who said &think once you've gone through it once, you know how

it works.”

8.3.7 Challenges and Knowledge Checks

CUg a0=eRce x®UVaé ¢UO¢ ¢UQB 4&a0R ¢Oaepb aU ¢U@ ¢x200URUgI ¢Bae¢ 60 ¢U@ aaae¢ xUU OeéRg Ua

and knowledge checks should be created within modules or learning paths suggests that there
is no straightforward solution. The usability tests in the strategy phase revealed a lack of clarity
about the distinction between challenges/knowledge checks and chapter items. Since questions
are formulated within modules but only appear in learning paths that contain those modules, it
is logical to create everything related to challenges and knowledge checks on the learning path
page. However, this test highlighted the importance of linking the items within a learning path
challenge to its corresponding module. Therefore, it is advised to keep the creation of challenge
items within the module page. To clarify where it is used, the navigation button could be labelled
as ‘Learning Path Challenge Items’.

It is also recommended to implement the separate page for challenges and knowledge checks
in learning paths. However, a better solution is needed to its relation to locking, as participants
did not intuitively associate challenges with the locking settings. To avoid confusion, the unlock
settings for content sections could be moved to the ‘challenge / knowledge check’ page as
visualised in Figure 8.6, avoiding the need to switch between two pages. As this option will then
be located after the content management, new users will also be more familiar with the term
‘content section’. Changing the existing drop down menu to radio buttons immediately shows the
available options.

Aa ¢Ug ROUORRZAUD ¢ baaer@dxUga adU@ Oa aaclaa Oaerx 0@ Uacaaxed@x ¢

challenge unlocks all modules or content sections, or only those modules for which the questions
have been answered correctly. In addition, admins should be able to choose the number of correct
answers required to succeed. While challenge questions are linked to modules, the knowledge
check should have the option of reusing the same questions as the challenge and the addition of
more questions. This allows a large pool of questions to be created, from which a smaller number
of questions are randomly included in the knowledge check, thus encouraging an enhanced
learning behaviour that discourages the behaviour of rushing through the knowledge check by
memorising or copying answers, which was often observed by the WBCSD participant.

Finally, with regard to the ‘edit’ button, participants often attempted to edit the challenge and
locking settings before clicking ‘edit’. Therefore, it could be considered for these pages to always
be in edit mode, eliminating the ‘view’ mode, as is already the case for the content management
and publication page. The disadvantage of this is that it would require automatic saving after each
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input, potentially resulting in incomplete entries, whereas the current way of saving everything at

4400 ORRaéae O4 JA4a4 adaea0UQP ¢a 00 xUxaR0igx UU dac ORR 40aeVadx @
view mode is therefore not a high priority, but may be considered in the future if a suitable solution

is found.

UbUabaceaeyY
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ORRPaUD e

Figure 8.6: Move unlocking behaviour to ‘challenge / knowledge check’ page

8.3.8 Overall Redesign Evaluation
AegdalORRY ¢U@ a04¢cU0U4a04ce UOéED ¢UP a@xPBaelUUa O daeUcUeéw 40¢cUAU au e
novice users assigned a lower overall rating compared to experienced users. This discrepancy
may be related to experienced users’ familiarity with the current admin panel, enabling them
to better identify improvements and changes. As articulated by one beginner user from DPG
Media, 4% OOdac 400BRI aOb@ O UOU4E Oaadad4U=xiay a4 adidd ORxea O000éa
yet. But for me, at the moment, it doesn’t make that much of a difference” (See Appendix K.5).
"aacU@8 Ua egadlal UO0Ocad al0i U0Oew O00da ¢UO¢ ¢U@ céa aaeg xUU OeRrg ae
participant from DPG Media gave up, were presented at the end of the test. With these questions
Uag@eael Ua aUaxyY cUUese adi U0é@ Ua ¢é0ad@x cUG a0cUAU;
UgclUga ¢Uo
The second participant from DPG Media also mentioned that it was sometimes unclear which
elements could be clicked. This confusion is mainly due to the fact that it is a prototype where
not everything is clickable. Therefore, actual usage may result in different behaviour compared
ca ¢cO0Uax e2200URU¢I ¢@eci AcUQ4& agdacUaaox dalace Uad UVaadaégagac UO
corresponding discussion sections.
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Q. Discussion

Ca Oxx&@eee ¢UP Uexede a0U0A&xUAU OAcac@8d UaceUclUédagex Oax ROOP AU aégacéclUge xeae@Pimaeradsa0@acaxdRY ®eddadcUal ¢cUga ca ax é00¢ ¢cU@i 64w RaapUaU Uaa
user participation in the development of the admin panel of Blocks, a customised LXP for large however, require extra sessions or time with users who were already asked to participate for an
organisations, this thesis aimed to answer the research question: How can the user experience interview and two usability tests.
au ¢0@ OxaUa a0aoR al uraObe (EA ¢ ¢UQ 400 xe aU Oxalaae é60a a0abU@ Oax x@RUéGA Oexcaaladx
learning experiences to employees and other end-users? Stakeholder interviews and usability ; o , o R ~ L. A
tests have shown that the user experience of the admin panel of Blocks LXP, as an extension to its "iRi¥ YacPaeUgeéx Oax EE CaaBe
22 00URUcIY OO04 ¢ OUUV4aawa Oxala addxe Oi abbpUal Upbceddae geaRUOUc Oax adaélxUau o%%vgwslx_ljvereéaluabbet%getan initial insight into the use context of Blocks in general and its
UB@x000PY e0URD ORRACUAU BEUORD éa@ Odx BU OUBAc 406U0U0cUAA 44 xUEDBAxed 403 XD x aﬂm”bpa“e'éerﬂ%gaswgu”or preparing a relevant usability test. Instead of actual generative

. . . . . co-design sessmns useful tools were incorporated into some of the interviews to uncover tacit
experienced users. As the usability test results have been thoroughly discussed in the previous
OUO&ac@aY ¢cUUe OUO&cTE 6URR Uabeae a4 O 8@ @OcUaa aa ¢cUQ® UVabaazaadbedx ¢
the research, including its limitations and corresponding recommendations for future research

A4R® O4x cxd kno\esedgﬁfg)m stskeuolder% Rather than asking about the stakeholders and delivery process
of Blocks, providing a prellmlnary stakeholder map and service blueprint allowed the founder
Oax xUagd0cad auU AAAUA Oax ¢U@ TCA aU Agaxe ™ Taadadai ca UUéw ¢balgde
blueprint proved valuable in making the scope of the service explicit, uncovering all roles of

— a A Q Q O (} U é é_ é é_ A Q ® Q O é_ O U 4 O 9 U é U (} U Q ® Y (; é é_ B ® 0 é % Ea%u::@taéeholders and providing a better understanding of the user journey as a foundation for

empathising with their use context and needs. In contrast, the business model and user-centred

and for Nerds & Company.

InVOIVement design canvases could be more targeted towards relevant knowledge. Since it is useful to have a
template to guide in certain aspects of the product’s context and value, it is recommended to use
9.1.1 Design Process: Elements of User Experience ¢cUg 004¢é0x ¢cBaaR0OcBee O O OOxUx Oax ¢ca PxUg Uddeg ORxae O00ax@x aa gl

Following the design process of the ‘elements of user experience’ (i.e. strategy, scope, structure,
2bPBRPBcaaY 2e4U000 e 3844é0x ca 00 O0a® OUOR Uad x@eeUUalau O xUUUcOR a4aaxedcy O Ug agﬁg_QgQ}gaQi@[§¢é§?séé%szé%

the structure, placement and appearance of Ul elements in addition to the general analysis and Involving users in a more interactive way also proved to be valuable in the usability tests, where

scope phases as used in other design processes, such as the widely used design thinking process tePie 40aUa8a0x 340x0 40x cOaxbe eUc0U4 ¢c0@ Oedagac Oxala ad0agR O
(Interaction Design Foundation, 2016). However, as with design thinking, the phases should be thinking aloud method was a useful way to clarify the rationale behind users’ actions. However,

iterative by evaluating taken steps and returning to previous phases if necessary. The ‘elements participants require consistent reminders to express their thoughts, and additional questions are

of user experience’ do not particularly dedicate a separate phase for evaluation, but rather needed to uncover their motives and frustrations. Most users were motivated to contribute to an

incorporate that in every phase (Garrett, 2011). However, for this thesis it was valuable to consider improved admin panel, and offered valuable insights into their way of working, while mentioning

testing as a separate phase, since it evaluated solutions from multiple phases at once, namely numerous issues and potential solutions that the designer could not have anticipated. For

the structure, skeleton and surface phase. Additionally, considering evaluation as a separate example, a participant associated the word ‘groups’ in ‘content groups’ with people because of a

phase makes it explicit that it is a crucial part of every design process. agae UcgayY Oax alaelUacgasadgcdx 04 0aaae Uad 0 0080Padap; Aag 404¢cU0OU

A S ‘ ) o A A A o i A ) ag@x Uad ¢UO ¢BecY 20400 ¢cUQI 6040 20c¢Ua @x éUcU ¢cU@ Oedédgac aBOcU:
cug elUuau 00a0@ au e=xwgda UéééBé@éQéQ 0g00ag@ OééOéQé(} QUéééUU cUg Oéééég au éééa%ﬁ@@i@?ég Va egadgx (;DUEE éU@éi »A806048Y Oéga Udaa QUU&B éOéQUOUéOéQY

found within the admin panel that lacked user participation in its development. This thesis also gained during the test.

demonstrated the importance of involving users at the start of the design process to gather

much information and gain a broad understanding of the context, which can then be used in The primary distinction between the two rounds of usability testing was the use of testing platform

sijbseAquent phases. Transcripts hav~e often been reviewed in later phases to revise reasoning i ~ Maze for the second round of usability tests. Qualitative results, from screen and audio recordings,

O0g0Uax 2a@gOU O d4a0BRPax a& adada=@x maBeglaas| xxUcUaalOR ex@a& Uacanrédadac OU@%@re%@%Q@‘HLﬁ% evaluate Ul solutions compared to quantitative data like heatmaps.

solutions has demonstrated its value in validating whether the user needs have been accurately Qualitative results provide more insights in the rationale behind users’ actions, while quantitative

interpreted in the redesigned screens. Aa0xeRce 6aeRx OO 2480 é0RUx eUcU aaad a0aclOUE04ace; ACBAORRY AOID
VacBadeaecdx Uad 4604acUcOcUéD a0=eRce Vadaa O ROAUD 4eabda al a0x4daaxda

Users could also have been involved in the design phase, using generative co-design methods, for qualitative research by structuring the results per question and per participant. However,

in which users are considered as design partners to uncover tacit knowledge about the problems manual analysis remains necessary for detailed examination of screen and audio recordings.

ca OO =arRedx >EOaxPae ™ A£¢cOiagadayY ¥££«ej »460¢é04Y ¢UU= al0i O aadg O0gag OUOR éU@a ¢cUgag Uz aa

existing product yet, since this approach can lead to a solid starting point, whereas in this case Although the prototype used in the second usability tests simulates realistic interactions mirroring

the current admin panel was valuable as input for redesigned user interfaces. In addition, the card the actual working platform, it does not support typing. As input is automatically entered upon

sorting method could have been applied for designing an optimal menu structure that matches ORUOPUAU 04 Uaddec @RxY Uc a0i U4 60400 exBaca O0060aea Oax OOaaac
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gaxPaaecOax 600¢ Vavadadclaa =0aenRx 0 gac@adx Uaca c@éc Uasdec ORxae Oax é00¢ OpgageitPgmdlad cUag Oaaeealal O004aUPe U4 aéRcUARY aROcUadaa
ag0aj Aa ¢U@ 0a4acadaiy ¢U@ 8mxc ¢eO0OURU¢I ¢BeeceeY Ua 6UUOU exQéde 40aVa4a0x ¢Oxba Uahelidtlinantng doasidiérsion of Blocks that incorporates a license model targeting smaller
4040k 000@Pac0abD paélaaaadacy aadg ORPOARI Ux@Bacl @x eaORBOAE ¢cdadavaarali 6300 e =a@ganaiondaddoffers less constant support, it is crucial to establish a solid user experience in
ca ¢cid@ U4 Uasdeéec ORxze clPax=dRédei »aégdéday Ua O0aclU e¢a200URUGI ¢cBacae OxxUclUaaldR &aviishddhtudescard BiRex@anatory.
identify to what extend users understood what they were doing.

9.3.2 User involvement

While initially creating overviews of usability results in Excel, switching to Figjam better supported CUUe ¢U0eUze xgaaadecadcde cU@ aogUOcUé@ 0aadd¢ aU Uaxel OUZAc

the analysis process of the usability test results by easily grouping problems on digital sticky development of Blocks, as it has led to numerous usability problems. It highlights the importance

notes based on design phase and usability heuristics, which provided a clear overview of the of user involvement in (digital) design, as it cannot be assumed what users want or know. To

underlying problems and illustrated a distinction between experienced and inexperienced users. accommodate new users with evolving needs and preferences, users should continue to be

CUQ e2O00URUci UgeaUzcUO® O1 %0Pa0 AUOR=0OA >AUDR®PAY o~-8Y ¥£¥fce a4aédx ca 0O UUYLRYL & AAARUERY afiBevelopment of Blocks. Here, the primary focus should be on

all usability problems and solutions throughout the design process correlated with at least one the end-users, as they are the main target group of Blocks and its admins. Despite the perception

heuristic, and often multiple. c00¢ ¢epa UasaBépagac a0l 404eUa0 2UUAU 004ac Oamcey Uaé@aclal Ua
cP8a 00ad cae 01 BaecOORUxaUUAU O 2aRUx UaeaxOclUaa Uad e=gaaea 00celR

9.2 Limitations reviewed when new features are introduced. Therefore, even brief usability tests with a limited

There are ¢éa a0Ua RUaUGOGUa4z 8UgUUA cUQ 40280800 ¢00¢ 0060 Ua 204a00x 0O aB=eRce- CHPPRGH fipPddm 004 adaeUxg =UUAU O04¢ UamUUUcmY O OR®a #c0cox
é0a U0UURUUUge ¢UO¢ ¢UD OQe®¢ a0xeRce O4da® Uada ¢Baeclal aa aadg ¢U(
many small tests as can be afforded (Nielsen, 2000). In essence, incorporating user perspectives

is not only crucial for preventing usability issues, but also for making strategic investments in the

ongoing success of Blocks as user requirements are constantly changing.

end-user involvement and uncertainty regarding the technical feasibility of implementing the
redesigns.

9.2.1 Not involving end-users
"R¢U0AaeUU0 Oxala a04a0R 2cOPPBlaRx@a a404¢cU0OUAaA0OcUAa UOae RBx ¢ca @UUAaU O00ag éOBéOOBQ) UdeUUUcaxY Uaéaréelau
cUg dax exePae aU cUQD EA 60 aéceUx@ ¢UQ 20aagd aU ¢cUUe& ¢cUPaxUae; CUZABUAATY Uc U0e %3é4§%°é"t¥5'§5r'%'93éu§u o ) ) o B ) R
“e xUxeOexeaedx Ud -jojlY ORR Ux@acU Ox ¢2O0URU¢I 44a0RPae Oa4addROcDx &
by Jakob Nielsen (Nielsen, 1994, 2020). Therefore, if time and budget are too limited for even short
usability tests with a few users, evaluating solutions based on these usability heuristics or keeping
them in mind while continuing the redesign of Blocks or other products still provides advantages.

end-users whether the frontend user experience is satisfactory. Gathering insights from learners
could have uncovered diverse perspectives and issues, contributing to a broader understanding
of the use context.

9.2.2 Feasibility
Secondly, while the usability tests demonstrated that the proposed solutions enhance user
experience, the feasibility of implementing these into the platforms remains uncertain due to

For instance, the heuristic ‘consistency and standards’ describes that platform and industry

conventions should be followed to reduce users’ cognitive load when learning different words,

situations or actions (Krause, 2021; Nielsen, 2020). Therefore, when implementing proposed

solutions for modules and learning paths, other pages within the admin panel should be adjusted

accordingly. This consistency should also be maintained across platforms of different clients

and between the backend and frontend of the platforms. For example, if the term ‘essentials’ is

OU004aU@x ca RaaxeRPaxaY ¢0Uee OUOAUD a=UaeRrRx ORxea O 40 F0c¢cBx Uad RPO:

budget constraints. Blocks’ current business model requires clients to pay for newly wanted
features. It is, therefore, crucial to prioritise and invest correctly to ensure long-term client
satisfaction and earn back the expense of developing the new design solutions.

9.3 Recommendations

AliaeUUUc® 40U04xUA4AU ¢UB x@20aU00x 4@ 0¢laa Oax RUaU¢O¢Uade RPOx ca ¢0alaceae a00aaagax0Oc¢laaea
for Nerds & Company with regards to what to do next for Blocks and for UX design practices in

general.

9.3.1 Priorities

Due to the large number of redesigned screens and features that require substantial resources

ca x@é@RAAY Ug¢ Uese UadadcOac ca 43a0a4Uc¢Uexe@ e00¢ ca x@é@RAA dm¢ Udae¢@Ox aU UaidRgagacUaU U@0ceddeae
randomly. Throughout the research it became clear that new features were continuously being

introduced to Blocks, while the user experience of the existing basic features was inadequate.

Therefore, it is advisable to begin with addressing the numerous minor usability problems, such

as enabling the option to delete modules and learning paths, before introducing major new

features, such as the preview mode or an onboarding experience. While establishing a strong

UaeaxOclaa adi xgabax 2a0U0al 004ac cUa@ UaUcUORRIY Ug éRcUa0cORI 20éPa cUag O1 a@xedlal ¢U@ a@@x Uaa
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10. Conclusion

Agaxe ™ faazdaiae RPO&aU4U @eadal@ad@ aROcUa&a BRuRadbea UOOURUcOcBe @eUORD

organisational learning cultures by offering an on-brand, customised learning platform and
support service with reusable elements and features for a diverse range of large organisations. By
conducting interviews and usability tests with relevant stakeholders, this thesis demonstrates how

the user experience of Blocks’ admin panel back-end meets the needs of admins who manage

and deliver customised learning experiences to employees and other end-users. Discovered
goals, needs and use context led to redesigned user interface solutions that make features more
BeaRUOUc Oax adaéUx@ OR@PO& UaagxU0¢w U@@xOOO0OP Uaad O
@U OUgag a0éUUO¢UA4 aU xUépaed a00x@x Ualadadclaa Uaa

During the design phases of the ‘elements of user experience design’ (i.e. strategy, scope, structure,
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Al Tools Used

During the preparation of this work the author used ChatGPT and DeepL Write in order to improve
the grammar and formulation of own written text. After using these tools, the author reviewed and
edited the content as needed and takes full responsibility for the content of the work.
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A. Participant Documents

A.1 Information Brochure User Research Blocks LXP

Dear reader,

In this letter, | would like to inform you about the research you have applied to participate in. This
research, regarding the user experience of the admin panel of Blocks LXP, is part of my graduation
assignment for the master Industrial Design Engineering at the University of Twente and is done
on behalf of Nerds & Company.

This study will last approximately until December 2023. During this period, you are asked to
participate in one or multiple interviews or user testing sessions. The purpose of these sessions
is to gain insight in the current usability and user experience of Blocks LXP and its admin panel,
and to evaluate possible solutions. The exact procedure of every interview or session will be
communicated beforehand.

The session(s) will take place via video calling or in person at your company. If you agree, the
session(s) will be audio recorded. These recordings are used to review the conversation in order
to not miss any relevant information. The recordings will only be used by me and will not be
shared. However, the transcripts of the recordings will be documented and added to my thesis.

In the informed consent you are asked to grant permission to make and use these recordings.

0¢0 0aRR@Oc@x Ua ¢UUx 4020400 URR OF éa@dx Uad ai ¢cUBaelUae O4ax

stored securely and names and other personal information will be made anonymous. Instead of
using names, | will mention job titles in my thesis. In the informed consent you are free to indicate
whether you grant permission to also mention your company name in my thesis. In case you
agree to mention the company name, complete anonymity can not be guaranteed if, for example,
names and job titles can be found on your company’s website. My thesis will be published at the
online library of the University of Twente.

Participating in this study is voluntary. Therefore, you can stop your participation and withdraw
your consent at any time during the research. It's not necessary to indicate the reason why you
quit.

Yours sincerely,
Laura van den Berg

l.vandenberg@nerds.company
06-12021422

A.2 Informed Consent Form

Informed Consent for standard research
‘I hereby declare that | have been informed in a manner which is clear to me about the nature and method of
the research as described in the information brochure.

My questions have been answered to my satisfaction. | agree of my own free will to participate in this research.
| reserve the right to withdraw this consent without the need to give any reason and | am aware that | may
withdraw from the experiment at any time.

, P\ UHVHDUFK UHVXOWY DUH WR EH XVHG LQ VFLHQWL¢(F SXEOLFDWLRQV R
will be made completely anonymous. My personal data will not be disclosed to third parties without my express
SHUPLVVLRQ ,I, UHTXHVW IXUWKHU LQIRUPDWLRQ DERXW WKH UHVHDUFK |

den Berg:_L.vandenberg@nerds.company

,] \RX KDYH DQ\ FRPSODLQWY DERXW WKLV UHVHDUFK SOHDVH GLUHFW WK}
DQG (QJLQHHULQJ 6FLHQFHV (WKLFV &RPPLWWHH DW WKH 8QLYHUVLW\ RI 7:
1/ WHOHSKRQH HPDLO D P NOLMQVWUD#XWZHQWH QO

7KH PDVWHU WKHVLYV ZLOO EH SXEOLVKHG DW2AHIQWRQOLQH OLEUDU\ RI WKH

E] , JUDQW SHUPLVVLRQ WR PDNH DXGLR UHFRUGLQJY GXULQJ WKH VHVVLF
master thesis.

[] , JUDQW SHUPLVVLRQ WKDW P\ MRE WLWOH DQG WKH QHZ GHVLJQ IRU \

in the master thesis.
40R 440=x=@acOcUaa; cU@ xO¢cO eURR OV

ﬁ JUDQW SHUPLVVLRQ WKDW P\ FRPSDQ\ QDPH ZLOO EH VKDUHG LQ WKF
DQRQ\PLW\ FDQQRW EH JXDUDQWHHG LI SHUVRQDO LQIRUPDWLRQ LQ FRPELQ
publicly available.

6LIQHG LQ GXSOLFDWH

1DPH VXEMHFW 6LIQDWXUH

| have provided explanatory notes about the research. | declare myself willing to answer to the best of my
ability any questions which may still arise about the research.’

1DPH UHVHDUFKHU 6LIQDWXUH
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L: | can only do it in the test environments.

B . I n te rVi eW T ra n S C r i ptS R:According to the Dashboard, DPG now has 10275 users, but those are also people who are out of

service, for example, because that happens very quickly. But they are only anonymized in Blocks
after a year or two years. So it may be that you have been out of service for a long time, but are
still in it, because it will take another year.

B.1 Transcript Interview RMMBR - Translated L: And do those L&D managers already have experience with these types of systems, or do they

get an instruction manual or something like that?

Interv::ewer: Laura van den Berg (L) R: No, but when we do new features or at the start of development, they get a demo, they get to
Interviewee: Product Owner RMMBR (R) see what it looks like. And the people who will work with it afterwards will then get a demo from
Date: 25-04-2023, 14:30 me, or from [Product Owner Nerds & Company], how to work in the platform.

Location: Google Meet

L: And that’s online, explaining how everything works?
Note: Recording was not done entirely successfully. The screen was recorded, so only the sound
of Product Owner of RMMBR was audible. The transcript of Laura’s text is based on notes, memory
and assumptions.

R:yes, that’s just online. And what we often do, because Nerds is from the technical part and we
Udaa ¢U® R@Oaalau a048cY Uae Ua 8400¢U0Q ¢UO¢ 6@ aUca OR&AGOXxI RR ¢UQ
RR U¢g O Ug é0&0; % xadac baaé UU 1aeé paaé éU00¢c e xa O¢ ORR Oz AAApA:2
L: He's recording now. ) ) )
L: Yes, what | understand is that you do indeed do more of the content of the learning modules.

R: Great. R: Yes, exactly, so what we often do is, for example, WBCSC who now says ‘we don't employ
L: So today it's more of an exploratory conversation about Blocks, what role all parties play in this content writers, but we would like to have these topics in it’. Well then we’re going to write that,
and what problems users have. we're going to make that, then we're going to communicate that to WBCSD. At some point they
say ‘yes this is exactly what we want’ and then we’re going to put it in the platform, so then Nerds
My graduation project is therefore mainly about the admin part of Blocks. | understand that Blocks Use OeURxUAU ¢ca 4aUexU ¢U@® arOcUadayY ca U@c¢ Ug ¢@OUAUOORRT eadplUau Oax
originated from a collaboration with you, because more companies were interested in such an in there, the pictures are in there, that kind of thing. And that then goes to the customer.
LXP, but that there has never been proper research into the needs of users and therefore more
and more functionalities are being added that are not really based on good research. And that is And when all that has passed to the customer, the customer receives training from me or from
why the back of Blocks is not really user-friendly. Alexander with how can you keep track of this, how can you use this. What we often do is we
deliver templates. We make them, or | make them. And those templates, it says, are really just
R: Yes. We all come up with beautiful things, there is no real thought, there is no evaluation 205080c@ Uadaae ¢00¢c cU@i 0O0a BR UayY e0UOU O00ceORBI OaddBaeaaaxae ca é
afterwards whether what we all come up with is very good. “ax 00ceORRIY ¢Uased 0&@ ORR ¢U@ Uadec DRxese; A£a ¢U@a ¢cUB ¢UcRP a=Oiae |

L ~ A JUPNN o AT A A oA R o o Ao R NN A s g . o aWith the ex?analionf which you use it. So instead of Blocks that you just blindly put a picture in
L:"ax ¢UOcae éUIl “aa UalaU ca xa ¢UD e=Ba adepOaOl; %alRk UaOe= aa pRaoOp= Ua Ugagao dﬁo?egt atﬁ@vill%gﬁea tﬁul,Isay‘yourpictureisratiotwobythree,shouldthisbe,shouldbe

idea of h.OW thats_used _and then I'll focus more on the admin part. | have written down a number this, should that be’. That information is there. The picture should not be too big, why should the

of questions, starting with who exactly are the users of Blocks? 300cead aac OO caa OUU2 jae ORR UOEP xUUUBABACEaaPUAU agclaxaey Uaa @
don’t know if you know them, you click on that and then it turns around. If you use more than 40

characters there, 40 characters, then it stretches, it gets very ugly. Noyou, that kind of information

L: Yes, both actually. that's on those templates to make sure people don’t make ugly or unusable things.

R: The users as in the people who work in the back or the users who actually follow the modules?

R: The users who follow the modules that is of course very different, per company it is different. L: And after that training, the L&D managers make the different trainings?
At DPG it is people who write for a newspaper and at Adidas they are salespeople, at Vodafone
they are salespeople or people who work at Vodafone itself. Yes, that is really broad, that canbe
anyone who works at a large organization, that is actually the conclusion. Employees of a large
organization, | think that's the collaboration. Yes, what is big, that is of course the question again,
relatively large organizations.

R: DPG, for example, does part of it itself, partly we do. Depends on how much money they have,
especially often. Because yes, to be honest, if you lick around at DPG for a joke, you will see
what we have made and what they have made, they say that themselves. So yes, it depends
on the customer. For Vodafone we do everything, for Loyens & Loeff we have done a little co-
creation, partly together, partly ourselves, they also employ writers. So yes it depends a bit on

And the people who work in the back, so everyone who works in the backend, those are overall the organization, but in principle every organization has enough rights itself. According tome they
L&D’ers, so learning & development specialists, so everyone who has experience with learning or may have x number of people who have those rights, they just pay for that, you have to ask
something to do with learning. In general, | mean that is of course different for each company, but [product owner Nerds & Company], | don’t know if he is your supervisor, how much that is exactly.
in general it is people who are in the L&D team. Butyou pay to have a certain number of users in the back who can adjust things.
L: Because Blocks is only used by large companies? L: Okay clear. And how many customers are there at the moment?
R: Yes, because Blocks is so expensive that not many small businesses can afford it. For example, R: Okay here we go; Loyens & Loeff, Adidas, DPG, WBCSD, MKB, Vodafone, Vodafone actually twice,
Loyens & Loeff, on the other hand, initially had it for its own employees, andl think it only had 250 I think that’s it. So I'm at 6. | have to say, within Blocks, well you've seen the back, you have different
users or something. But that is, compared to 10,000 of other companies, that is of course a fairly organizations. It may be that an organization, for example Vodafone, does not only consist of
small organization. Vodafone, but Vodafone also has Vodafone business partners. These are partners who sell
Vodafone, they both have their own Blocks platform. They do work in the back in the same place,
L: So in most organizations, the number of users is around 10,000, or how many users does Blocks but the front looks different. You know what | mean?

have in total?
) ) L: Yes, so some organizations have different parts.
R: | don't dare say that, | don’t know how many users which one has, | can watch it on DPG for

Ueaj 1ae 004 OR=ea 4ax acU@ad UaladaldcUaa 1aedaedrRU éU@a iae RaU Ua; pogdlex=d xa iae 00 eR R the@ @@ also different organizations within DPG, they now have 4 in my opinion. And all
access to all platforms? four fronts can look different again. So basically we have 6 customers who have Blocks, but within
that there is a bit more yes.

8 Interview Transcripts 9



L: And what kind of is your role in the process of applying for an LXP?

R:yes it's a bit double, we do two things actually. Nerds & Company really does the technical
side, and we do the learning side so the content side and we also do the project management
aUgcgayY =a ORxa aU ¢UQ 34aYQ0¢VY 60 a0P@ ®ed0 ¢UO¢ Agaxa
customer, we are still a bit of the link between them.

L:So a company comes to you with the request for an LXP and you also have all the communication
with a customer?

R: yes, but we try to do that a little bit in collaboration, so for example tomorrow | have a
conversation with the customer, but | do that together with [product owner Nerds & Company].
They're all going to ask questions and they’re going to do that to both of us and then [product
owner Nerds & Company] and | are going to talk separately and ideas come out of that, we kind
of do that together.

L: Do you have any contact information for people | can get in touch with for interviews?

So every demo is different, every customer is different.

It sounds very easy now that we're talking about this a little bit, but we do have a whole session,
a whole design session that we're going to do together. So we get in touch with the customer,
aUx0 Ug a4 ¢Uagy éo 0aaacaltl@adcd@glOad@ ca aed al O Ua 0a UxgOR 0@adalay eég
we really write down together ‘what do we want and what exactly should it look like?’. Then we
will make a design, we will do that together with Nerds & Company, that does... forgot my name,
how bad. Then [name] makes the records, within you, [name] you know that too I think, | hope.
[name] that makes a very nice design, make beautiful. We go with [product owner Nerds &
Company] and with [CTO Nerds & Company] we have contact about how we make it work
technically, which is useful. And then we write, because we employ the writers again, we write a
beautiful text, like ‘well we thought of it that way, because learning is good for this’. And then every
dot, every comma, every button, every everything, is put in there. It's really a 70-page, 100-page
document, depending on how big they want it. And that goes to the customer and the customer
has to approve it and if they approve that, then we're going to make that and actually that's
kind of our bible. In it we also say ‘this font, or this button is on the right, and if you click on it, this
happens’. That's basically what it says. So you decide that in advance with each other. And then

R10aeY x@ aUc@RIY % 004 aaé ORUAaxXRI 201 1@aV iae 004 OORR 0alaady % 004 OORR 1ae caaVy Gwece Yoingadbuiidita ae

who is waiting for that. | think if you have to write someone down, that [name] might really like
that is from DPG.

L: And from other companies?

R: Yes Adidas is a bit trickier, DPG [name] then, he might like to do interviews. Vodafone is a bit
tricky, because Vodafone is the only customer that doesn’t really work in the back. They don’t
want that, they pay us for that, we do that, | do that. So if you're going to ask them things about
the back, they have no idea.

L: But | could ask them about why they use Blocks and for end-user experiences.

R: Yes, for user experience, you could use Vodafone again for that. WBCSD [name] is also open
to it, he also likes. Well then you have three.

L: yes, a little more people would be nice.

R:yes okay, maybe you can still have people within those organizations, but you might have to do
that with, who is your internship supervisor?

L: [name], a UX’er, but I'm also in touch with [product owner Nerds & Company].

R: Okay, maybe you should ask [product owner Nerds & Company], but if | had to recommend
people, | would at least do [name DPG] and [name WBCSD]. Think that’s at least nice, then at

ROOeec iae U060 cea ¢0al xUUUPaDac Ocecaapase; EaxOUaad Ue xUU ORcY ORza ca Udc Né@é%%%t&ﬁqp?lﬁ%ad’?y&

are always full in my opinion.

“ax O ¥ ®@01Y % ¢0U0ab Ucae éUa® Uad e ca Oab 8acY Oéc ¢cUbOcae awj 1ab0awb Oax 1abaob

to send a message or mail to. These are former colleagues ofmine, who eventually went from
RMMBR to the customer. And they manage the platform again, so that’s a lot of fun, the circle is
complete. Yes, so that's why | dare to say with certainty that you can email it safely.

L: We talked earlier about templates for the admin panel, could you forward those?

R:That could be yes, if you still prefer a customer or just do two different customers, then you know
what it looks like from two different customers.

L: Is such a template very different for each customer?

R: Yes, in this case, yes. Because one customer wants it in PowerPoint, and the other wants it
in Microsoft Word, but on the back end it works the same, of course, so it doesn't make much
difference in that regard, but I'll send them both to you that's good. Just write it down otherwise
I'm going to forget that again of course.

L: "ax ¢U@ xgaaeVy xadae ¢UO¢ UOé@ O
R: " BUc¢ccR@ OUc¢ aU Yeéac éd0¢
different blocks on the back, that's why it was developed, that every customer can decide for

himself what they see and which blocks they want to use. Whether they want training, they don't
want training, whether they want articles or they don’t want articles, that’s up to them in advance.

10
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L: [Unclear what is being said here].

R: Yes, but the idea is of coursea good idea, that is the advantage at Blocks, we sit down with
the customer and the customer says ‘yes, | give physical training’. Well, then we're already on,
okay physical training block. ‘we would like to post articles’, ok articles is on. “Yes, we work with
O0gaclU OOc¢UaavYa ap0Oi O@aclU OOclUaa aaj cCUga egaaw Ualau ca e
cUaegd cd0UalaUaxyY O0a&cUORD e Oax OQacU OOcUAaaY cUaae@ éaab
with other customers, so we don’'t have to think about that every time of how are we going to

write that down. No, we can basically just use that. So basically we try everything we make, for
example now we are also working on new developments, everything we are discussing with each

other with ‘how do we ensure that what we do now for this customer, we can also use for another
customer. How do we make it as generic as possible?’. And that's the idea behind Blocks.

L: And about the problems that are now playing out in user-friendliness, can you tell us more
about that?

R: | wanted to say, | hope that eventually | can shoot Blocks himself, of course, because | have a
lot of developments in my head, | hope that you will pull them all out of me and that you will do
something with them of course.

L: Because what kind of problems are there?

f all tfj‘ Iatform to work in, but | have, I've made a list, things that | do run into.
A very simple example’is already when you upload a picture, | don’t know how much you have

already worked in it, have you really played in it or not really yet?

I(_;:Lfél)dgclité'kagr(?ﬁn% l'a{ %t a%é" ge% 9vh%t everything is and what everything does.
R: But have you ever created your own module, your own learning path, etcetera?
L: I haven't done that yet.

R: Okay, maybe when you've done all that, we should check that we're doing this conversation,

because | can start shouting things now, but | don’t know if you understand. But for example, a

very simple example is the media library, you can put a picture on it, which of course works nicely.

Only you can upload one image at a time. And | have a module, | have a client, | have Vodafone,

who wants to have all the modules from their old academy to this new academy. Well that's 500

pictures, so then you're reloading 500 times, dragging it in every time, and a new picture, and

another new plate. Of course you just want to be able to do Ctrl C Ctrl V. That he then puts it in the

folder in the correct title. Look, things like that, that's what you run into when you're working on it.

uec i%e % a082a4a0RRI ¢UUAP ¢UO¢ 1ae UOéD ca ¢cORP ¢ca ¢U@ Oé=xcaagaa
conversation thebest. yes | don’t know, but | think so.

6@x Oaac@ac a4 xage ¢UO¢ xUUU@PA VU&daa ¢Uaw ca ¢law?

o ) o L: So it's really about these kinds of user-friendliness issues at the back end of Blocks?
€00¢ Ug Uy vé@ai Oéxcaagda Ulee
R: yes, exactly this, just user-friendliness on the back end. Just things that are just a little awkward,
that haven’t been thought about for a long time beforehand, as you said yourself, huh. Because
e ¢cUU&ap é@ U0OéW ¢U@ a0aU@00¢ eaRecUaayY Oec UaAOxeORRBI 1ae
been just a little more convenient. Very simple example, with Vodafone the groups at the back,
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Geraie0pag iae U0eQ Rc@Pa adglaas Oax éUc0 Uaaede O¢ c0P OOOP 1aé xadag 0060 clawd BgPH alﬁr&%%ﬁ‘flbt Interview RMMBR + Nerds & Company -

yes superonconvenient for me, because | work with that a lot. So every time | have to click Ctrl F

Oax ¢cU@a ®cOéc 2@0a00U4&U Uaad O eaaxy eU@a v OaeéRx Yéaec e O Rc@a aacUaa;
L: So that's not so consistent, because other pages do have that option.
R: No, exactly. Well, little things like that, that's what | run into, yes.

L:1 also understood that a lot of things are implicit, that the developers who work with it every day
know how it works, but it's not really clear if you've never used it before.

R:Yes, exactly, yes. Sure. If | have to explain to my colleagues, they say ‘what should | do with this?’
And then | have to tell them exactly what to do with it, yes. And actually, of course, you wish you
didn’t have to.

L: Wouldn’t you rather it all be so clear that you don’t need those templates, for example?

R: We have those templates on, basically because people like them are going to enter, the back
obviously looks different from the front. And what happens is that people just start writing texts
and they don't see what it's going to look like in the front, then they have no idea what they're
actually doing. So then you are coming up with a title with ‘Laura’s graduation research that is
about Blocks in April 2023, Then you think ‘well, that's a nice catchy title’. But if you put that in my
template, you'llsee that's way too long. That that's not going to be pretty at all. And if you don’t
know that, and you're just going to enter Blocks a little bit and you do a little bit of pictures, and
you don't think about it. So our templates are really for people to think in advance ‘okay, how are
we going to make what we're going to make’, they just have tips in there and that they already
know what they’re going to make before they start building, that's what they came up with. And
those templates are not a manual of how Blocks works, because we don’t have that. And that is
also inconvenient if we do have that, well is quite useful if we do have it, but we have to keep that
up-to-date and we may not be very good at that.

L: For my research, | also want to focus a bit more on the goals of Blocks and have a co-creation
session soon, can | do that with you and [product owner Nerds & Company] ?

R: Yes, then you must have me or [name]. [name] is our CEO, just like [name] is CEO of, well, the
inventor of Blocks. He did that together with [name], so if you want the basics, to the beginning,
you have to be at [name], only [name]’s agenda is always completely full.

L: [?]

R: for user experiences et cetera, then you have to be with me anyway, but if you say the goals of
Blocks, then it’s best to go to [name].

And then we eventually get your research too, don’t we?

L: Yes, I'm still working until the Christmas holidays anyway, so it's going to take a while.

R: By Christmas break, oh that’s going to take a while. All the time, what training do you do?
[Irrelevant conversation]

R: 1 mainly think it's good that before you start asking questions about the user experiences, yes
you're going to run into things yourself . And then you start to understand more what people say,
where frustrations come from.

Because sometimes very simple, just very small things, that you think yes they couldn’t have done

U¢ ¢U@ acU@a e0i O&daeaxyY Oec¢ aU Oaecd=@ iae xaadac ¢c0Uabp 00aec ¢
out until it's really already built. Yes and then, that's the problem, if | say to [product owner Nerds

& Company] ‘yes but I still want to have button on the right side’, he says ‘yes dude, that's already

made, then | have to set up another develop, that takes a few hours of time’. Yes, of course, they

decided that in advance.
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L: Okay, those were my questions for now.

R: Okay, well if you have any further questions or whatever, feel free to just email though. And then
I might talk to you again later.

L: yes, thank you so much.

R: Sure, no problem
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Translated

Interviewer: Laura van den Berg (L)

Interviewee: Founder & Director, RMMBR (R) + CTO, Nerds & Company (N)
Date: 15-05-2023, 11:00

Location: Google Meet

L: He's recording now. For this meeting | want to talk mainly about Blocks in general and not
immediately focus on the admin panel. So mainly about the stakeholders and the roles that
everyone has within Blocks. And | also made a kind of service blueprint of what everyone does
within Blocks, so maybe we can check if that's a bit correct and | still have some questions about
that. And for the rest about the goals, of what do you actually want to achieve with Blocks and
then see if that matches when | later interview the users, whether they have the same image or
whether there are differences there, so to speak.

N: Okay

R: Okay, all right.

L: £a 8ec¢ % a0x@ O ®¢O0pgUarx@4a addj CUOcgae ¢UUax aagi
Shares screen of stakeholder folder.

L: So here you see the RMMBR and Nerds side, the arrows show who is in contact with them. | think
RMMBR has more contact with the customers, so that's why | have those arrows here.

N: Yes, varies a bhit per project. In one project, RMMBR takes care of unburdening the customer
more than in the other customer. For example, we have more contact with SMEs, and DPG. And
Vodafone, on the other hand, is for the most part with RMMBR, because they do not do much in the
system themselves, but mainly outsource that to RMMBR.

L: Yes, that's why | did have the [product owner] arrow directly to Vodafone.

R: Yes, and |think you should add [project manager] at RMMBR, because [name] coordinates all
content again at SME and now also at Loyens &Loeff, so she is more project manager from RMMBR.

L: Okay, yes is good, then I'll add her too. Yes and for the rest | now have that the learning &
development managers, that those are a bit the users of the admin panel. And | also heard from
[product owner] that there are, say, different parts within those six customers.

K: Yes, but they are actually not learning & development managers, that is really only the case at
DPG.

L: Okay, and who are the other users?

R: At Loyens & Loeff it is an innovation manager, at SME itis us. Or at least it is the company ‘SME’. At
WBCSD, it is indeed, yes director of education, called slightly different. At Adidas, it's the customer
support team. | don’t know if they call it that, just see if they have anything under it. For example,

it says ‘Global Digital Operations’. So that's really a bit broader than learning and development.

L: Yes.

Fé:éAg% %t V%dgfoneZiggo they are business partner managers or sales commercial managers.
L: Okay, that's good to know.

R: So there’s not some kind of generic user, | think, of the platform that you can call L&D.

N: No, at Adidas it is indeed just a learning specialist of the global customer service learning and
development team. Someone who creates content.

L: So it's not like every user of it has the same kind of features, the same tasks, by default.

N: No, the roles are sometimes set up differently per customer, what they are and are not allowed

ca xaj ax ¢UO¢ Uae OR=a O OU¢ aU ¢U@ @eUOURUGI aU pRraObaeyY ¢00¢ 6@ 004

R: Yes, and the end user, to make it even more complex, is actually not always the employee,
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because at Vodafone and at Adidas they are not direct employees. At Loyens & Loeff there will
soon also be students and at SMEs they will be consumers or SMEs.

L: Ah, okay.

N: With SMEs, they are really customers indeed, people who purchase learning materials. At
Adidas, they are again externally hired, or they are employees of externally hired agencies.

R: Yes, and that's actually partly the case with Vodafone. And at WBCSD they are partners and
their members and therefore the employees.

L: Oh yes, indeed.
N: It doesn't just work in the context of an organization, so it's broader.

L: No okay, yes good to know, then | can adjust that nicely. And furthermore, at Vodafone, for
example, you just had Vodafone and Vodafone business partners as two parts and at DPG | think
there were also several. Is that also the case with the others, that there are even more parts?

N: But at Vodafone there is a substantial difference between the business partners and Vodafone
Ziggo, because one is indeed employees and the other is business partners. So those are other
companies that sell products for Vodafone. At DPG it is divided, but they are all employees of DPG,
but they have somehow wanted to make a different logical separation, because the content is
not always relevant for everyone.

R: Aag 8UcU 0@aclU OOc¢cUaade O4alaad@yY 4UUU0G?2

N: yes, that's that phase.

R:CUOcae ¢UQ 4824442 0R a4U0=g@Y ap0ij pyg00exed ¢Uga éd xadac elU¢ xaéa Ua
only says ‘receive request’, but that would also come in with Nerds, so it can be on those two.
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quote has to be in between and then plan a meeting.
R: Yes.

L: yes, okay. What [product owner] said is that RMMBR does more project management, so | think
that comes after the quote, for the rest of the time, so to speak.

N: yes, it's a little divided though. It is of course more RMMBR is more on the global agreements
and substantive project management, which in turn lies more with [ product owner] as product
owner on our side.

R: yes, so we've made a bit of a difference between product owner and project manager, that's
actually a little bit, yes.

L: Yes, by the way, | made this service blueprint very general. Of course, it can vary a lot per
customer, but this is a bit for the general picture.

But so after the meeting, when it's clear what exactly the customer wants and stuff, Nerds &
Company just makes the design themselves and then also that they communicate how it's
technically possible and all that. And then | think a very large document comes out.

N: i@aey O a2aad O O0FA8cU Ox Uae Uax@@x déc Uadca é=@Y é@ eURR ORx=a OO Oxx@x @écdaa®res, ereahefstill&lat of steps in between, which is why | just asked ‘is it a quote?’. Because if it's

yes, that's very different how it's broken down. SMEs will soon also be divided into many different
organizations and there it has to do with purchasing licenses. At WBCSD there is also a separation
all per organization.

The reason why VodafoneZiggo and business partners and DPG makes sense to name it differently
there is because they all have a different look, a different design. And that is not the case with
WBCSD and SMEs. They all have the same design.

L: Okay

N: And yes, you can see it this way that organizations can simply be used to create a logical
separation in a very large selection of users and a logical separation in the content offering. But it
can also be used to simply set up your own acedemies, but it is not always used for that purpose.

L: Okay, that's clear | think. Do you have any further comments on it? Otherwise, I'll move on to the
next thing.

N: No, not really.
R: No
L: Then | made a kind of service blueprint. Show service blueprint.

So that shows what steps the user goes through, say, when they start requesting Blocks. And
what are the roles of RMMBR and Nerds and what they do in the background. It may look a bit
complicated, but we can go through it, so if there’s something that's not right or something, you
should say it.

R: So this is with a new request, or if it's already users?
L: This is actually when they request it, so it ends with the use itself.

R: Okay, yes.

a quote, then we skip quite a lot of steps now. Because then it is, we get the wishes, then we make
a quotation, which has to be approved or adjusted and if that continues, then we only enter that
design phase and then we have a session together to discuss that and this process will run. But
this process in the mini is actually all for this. And only then do you get that very large document
that you are talking about now, such an extensive design document.

N: What we often do is, we do a presentation with a broad offer and there are one or two concept
plates in there that then [name] works out with us, usually [name]. That's not a full design yet,
that's really just to inspire what it could be like. If we then get an agreement on the quotation, we
will go into depth and we will make a design document and that is that extensive document that
is there.

L: £4 00a2UOORRI OUcw@a ¢U0¢ &ac¢ ¢@ad aU dmxc 0a4c00¢Y Oadagae O aeéacdi

N: Yes, often there is a presentation that we just give, or a demo, and then a quote comes out.
R: Yes, or vice versa, yes exactly.

L: Okay.

R: And then you actually have a ‘go’ moment and then you go into this phase.

L: yes, then they've really approved that they want it and then you really start designing, yes.
R: Yes.

L: Well, that makes sense. So then they get that big document with all the outcomes, say, which
they then approve, eventually if all goes well.

R: Yes, and | think there’s an intermediate step there.

N: They don't really approve the design in this case, they actually approve the design document,
which actually contains all the agreements. It is not that we offer the design individually for
proval. We're really just offering the big picture for approval. And there may be some feedback

L- £a ¢Uga ¢cUQ Oemcaadd &xc UOe 0aacO0¢ eUga 0&aaRIVAUY % ¢UaelUcY eUcU AAAPA; “ax Qiﬁ%téﬂ%@rﬁequ%d buts or things that need to be changed. We generally don’t have a lot
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a kind of meeting with Nerds & Company, which [product owner] said that you just sit down for a
day and see what wishes are and everything.

R: Sorry, | don’t quite understand it yet, because is it at the moment we, is it still the quote we make
or has a customer already chosen us.

L: | think the quote that is then made yes.
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move on.
L: Okay

R: Yes, and | think there is also an intermediate step after that approval that whole document,
another kind of pre-development phase, in which the user stories are completely written out by
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the team, even before they really start developing. L: And then, what | understand from [product owner] is that he kind of makes a template of how
L 3 L R . . L R . . ou really use the admin panel, so in Word or in PowerPoint, what they want, and then where it

L:i@e apPOIY i Udax ca Pdaé; »B3a0 ¥ UOx ¢UO¢ Ug Ue &ac¢ addQ O00aeéc ¢UB Oaacdac Ugae%ég,yhcg,éb?g it should be or the text and stuff.

RMMBR then starts writing content, at least if they do not do it themselves.

R: yes, they get some kind of manual yes. yes not really templates. At least, we deliver two things.

Templates are there to write in, so if they want to create content we do indeed create templates in

powerpoint and there is an instruction that we make, separate from that, just a kind of reference

on how to use the admin panel.

N: Yes, that depends on whether they purchase the content service from RMMBR.
L: yes, oh they can just, say, choose how much they use that.

N: yes, that's actually separate from Blocks, that's really just a service that RMMBR offers. And yes,

RMMBR knows better than anyone how to create good content in Blocks. L: Okay, yes, I asked [product owner] that too, but he said there wasn't.

L: Yes. R: Oh, but then..

R: But that's more optional, that's not part of Blocks so much indeed. N: good to know there isn't.

R: Oh no, of course that's just the recordings. We make recordings during the training. But the

L: Okay, so that's kind of separate from it templates are not ‘on how to use the admin panel’, they are ‘how to write content for the LXP'.

And this is of course one big block of ‘develop’. That is very simple written down perhaps now, of

. . L: yes, oh well. | have indeed already received those templates from [product owner] to see what
course there is also a lot involved.

that looks like, but that is not very well worded there. And after that, or before, comes the training

R: Yes, because admin panel is the back-end for you, because of course it's also the front-end with how really works indeed.

developments. R: Yes

LiYes L: And after that, yes this is basically just, then they can use it.

% Sgdggg disglgqo-f ﬁeénsétaglztl\loin ltself. And perhaps that would also be useful to include any R: well, there’s a bit more after that. Because now it's very close to create content, but | think it's
further development of platform after that, so you're talking about the road map, the backlog,

L: Yes, because what are the steps that are in this, so to speak? we provide support in accordance with a service level agreement, and you may be talking about
content further development or therefore technical further development.

R: yes, so | think that's the user stories and then it's in sprints developing the installation of that

2a@0U O Oéxecaaga; £a 00OPBaxY UdaacPax Oax Ave 040 Ua ¢UDBAD L: Okay

L: okay R:yes, | think there’s a little too much stuff on content for Blocks, so to speak. And | think [product
owner] has told you that a lot, but | imagine your focus could be a little more on the technical part.

R: And testing by the way, | don’t see that coming back at all, so there would actually be a separate And that content can kind of run through it grayed out, but it doesn’t have to.

phase with testing, together with the customer and Nerds and RMMBR. ) ) ) ) ) )
L: No indeed, so it's mainly about how they offer it to the users. Yes, | think that certainly when |

L: oh, okay. listen to the recording again, | can adjust it.

And this is more about content, so it's a bit separate from it. Yes, so if it is developed, that content Do you think it might be useful to map this out?
can also be in it. Or is it the case that testing is only done after the content? . .
R- 1daeY x@ aUcdRi
R: no, is separate, can do both.
L: Okay, that's nice.
L: so the testing is more about the technical part, or what it looks like and everything?
And if | were to put something of a time above it, there’s a bit of an idea of, in general, how many

N: Yes, it is also offered to the customer for testing before we go live. months, for example, that whole process takes, or the different phases?
L: yes. And then when that's all done, do they really get access? N: That differs, so those design phases in advance always a maximum of one week. Then we’ll be

) _ _ _ xa4a@ éUcU ¢cUOcY x4 ca 2ag0Opbj cUg4a O Oaaangdc@ xabeagac eUcU a2agddU 00«
N:yes, they'll get it before. They are given access to an acceptance environment earlier to be able da0cgl é@xi 1@eV¥Y xgad@axUaU a4 6U0¢ Uae U4 ¢UO¢ xa0eagacyY a4 e00¢ 6@ U0«

ca Baab O¢ éU0¢ U0 O0QPa xPé@RaaDx xedlal xgeégraaadgaci AU¢B4a ¢UO¢ Uz ORABOx1 OUcBa gm{dd hawiohgdd ard &l working after that. | think 1.5 months is a bit of the short variant. But
that they get access, but it also differs a bit per situation. yes, it has also taken longer, because there are just many more wishes, or many more additional

R: Sometimes they never go in. features had to be developed.

i 2
N: They exist, yes. Three weeks after delivery, they ask if they can get an account when they already Butyes, what do we offer as standard for the small variant [R]?

have one. R: Yes, three sprints in time, but | think we are now 2.5 sprints effectively. 2-2.5. So 6 weeks is that

Oax ¢U@a ¢U@ x@axelUa ®440ac Uax@@xVY % ¢U0Uab 60 ¢xeORRI ¢ObPY céa 60!
201Y ¢ca U0éD ¢U@ &da¢ Oaaégaaelbclaaxey O00alOQBae aU O Oexecaagay adbpUau
N: Yes, it's very different, look it just depends on who you're in contact with. Some people are very approval.

fond of wanting to use the tool themselves and they are very entousiast that they have a new tool

that they can use and the others who are like ‘nice, | solved my problem by buying something,
and now it's done’.

L: because they just get a link via e-mail so that they can go there.

L: Okay, yes, that's good, then I'll add that too.

R: and that last part of course, after completion, yes that’s kind of long-running.

L: yes, okay. L: yes, that just stays, you just stay in constant contact once they’re working on Blocks, so to speak.

N: varies a lot per customer. R: Yes.
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N: Yes, in the beginning we did have that we regularly schedule an extra sprint for 1.5 years in
which we just deliver completely new features for them and the support that actually just runs,
and the contact about that, that actually just runs weekly. Several times a week there is contact
about this, about things.

L: Okay, yes. And in terms of things you do in an admin panel, that is also quite different per
customer?

N: Well, that's actually not too bad. That's actually pretty universal what they do. You do have
some roles that only have certain interests, so some who really just want to look at a dashboard
or make an export of data. But other than that, that's pretty universal and so it's about user
management and assisting with the questions they have about accessing things and things like
that. So it's really just a little bit of functional application management that most people put into

it, plus create content.

You have two distinctive things. You have functional application management, so that's really
just the admins. And then you have the content creators, and then you have the folks who pull
statistics out. So those are actually the three broad lines of roles that exist and they differ a bit in
detail per customer of what they can and cannot do, which exports, which users can and cannot

see them, et cetera.

And with smaller customers, all three roles are in the same person, but not with the larger
customers.

L: yes, okay.
R: yes, | think you can roughly say content users and the data, that's what people come for.

L: Okay, and if we look at why this process, for example those templates, is that something that
could also be in the admin panel itself?

R: They're in there too, only if you're going to create content, you're not going to write in the system,
so that’s the same as not having to right away. You are often cutting and pasting a PowerPoint
d40aeBdacOclaa &desec Oax ¢cUO¢ ¢cObPae 20040 eUURD iae O4&
TAEY 6aUc@8x &ac¢ 64UcQ aéc ¢UQBUA ¢@écee U4 Eadx a4 Aae
large plates or writing too long texts, we have created those templates so that they see ‘oh, that's
how it looks according to what | want’. And then they cut and paste it into CMS. So the method of

Qo
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L: yes, they can’t get to it.

R: Then there may be 80, 100 who then have to work in that, then they have to, then the question
is ‘does anyone still review that?’. So then you also have to learn the process of content creation
80, 100 people, maybe more.

L: Yes, no, that is indeed a good point.
R: Tagging, publishing, translating

N: It is also often that you have a domain specialist who knows very well about a certain piece
of subject, but they have not eaten any cheese at all from e-learning. So they ask for input just
on their knowledge and then someone else is going to translate that into an e-learning for them,
because they have no idea how to make a successful e-learning out of it.

Often RMMBR will be that helps them with that, but sometimes they also have internal people
who are trained in the system, who can work with it, who then set it up. And that differs a bit per
customer, whether they hand over something there or whether they do it themselves. But yes,
it's kind of set up to make it as easy as possible for people to get it done as quickly as possible.
And UX improvements could help with that, sure. But | think, no matter what [R] says, it's about
licensing, so giving all those domain specialists access to content creation doesn’t make a whole
lot of sense.

L: No, that doesn’t make much sense no.

And about the different ‘blocks’ or components that you have in Blocks, is that actually kind of
an advantage for the developers or do the customers also notice that you have those different
Blocks?

R- EGRRY Ucae 28840 O0ag OUOR Uad Oexcaagie; E@ 004 426 xa

if we had to build from scratch every time, so that's the biggest advantage for the customer. And
we now have so many blocks that we can actually set up a complete Academy in that time, which
you really wouldn'’t be able to do otherwise, so that's the biggest advantage for the customer. They

for customers. And of course for developers too, that’s the advantage.

6aUcU4al Oaac@ac Uase a0ai cUade 2240 OU OUGac Ua cOUa 601Y 0000ead acUaelad iae ORe Xy isalgerice pgunctional managers, because you sometimes have those systems with

system and then back again. You can't read your whole story back, because you're just switching
back and forth in preview mode, so it's just not that smart to do that in a system. It could be, but
yes it just doesn’t write as well.

L: No, okay.

N: But | think it's not a uh, it's maybe a technical limitation now that could indeed be a bit better,
| think it is, if we’re talking about improvements in the admin then that would be something we
could improve, but on the other hand, the end users are often very traditional and yes, are not
fully calibrated to modern web technology and they sometimes need some further training in
those things. And that just stays, that often takes so much energy that it's probably easier to just
let them do it in an existing way that they’re used to and then copy it over with them once.

R: They're also often very different people. So it's because you're the people who are entering
content, entering media, data and users, it's not the people who are the content experts who
are going to write something about a topic like sales training all at once. Those are different
people. Those other people who have, you just don’t want them in your admin. These are content
specialists and they must.. It might be a journalist who just normally writes articles and is asked
‘boy, what's your top 10 tips for new journalists to come’. And yes, if you have to explain it to the

26 million features, but your organization only wants to use 10 of them and then you see 26 million
buttons, and that really drives you crazy. Gira is a good example of this, you can really do anything
init. You can still use it as a CMS tool or blog engine, but | wouldn’t advise anyone. But the features
are in there, say, they have already been asked and made once, but if you show all kinds of
modules about physical training or things like that for a customer who purely wants to show
e-learnings, which they are absolutely not going to do. Then that can be overwhelming for you, so
also the advantage that we can all just turn those things off, just can’t take them with us. Plus you

YVéaec 801 Uad ¢cUg 004l ce aU OQUAU OORWD ca déc Ug xaéd UOaec@ayY abpU

L: yes, because is there kind of one list of all the blocks they can choose from or something, or is it

0

a»

@

& x808d §AUt&e0@a@ Oax OROxxeaddaa ¢caOUAaAUAU 6UcU ¢cU@ @acla® a@UUxcalOcU
U & aiticie® &t talbrited deverything you can add right away. So | think that’s a really big advantage
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N: We haven't gotten to the point where they can choose blocks for themselves. It's actually
more that we propose blocks based on the conversations we have with them. We actually make
a proposal of how we would set up Blocks for them. We are not yet at a point where we have
described our blocks so well in user-friendly form that we could put them all on the website and
that you can click them together like ‘| want these all, just make a quote’.

L: And that's something you'd like?
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long time ago. So those are really two separate processes, those are different people.
L: Yes, because anyone can write in a Word document, so that always works.
R: Yes.

L: But suppose the admin panel is so user-friendly that you immediately see ‘oh this works like
this’.

R: but then we still work with a licensing model, so that's not going to be those people.
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now, ?hoaee%'toreally thought about it yet, maybe | could. But at the moment there is a
lot of value in the consultancy that we give, in which we advise how they can best do it. Because
we just notice that a lot of customers just don’t know it very well themselves. They need a new
goal, what exactly that new goal should be, then they are going to retrieve information within
the organization, but they actually have no vision of e-learning themselves, they actually have a
vision of how it should be done. They just know that they need what often.

L: yes, then it might not work as well as they should, because then they don’t know what they
actually want and need.
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N: Very often we don’t think so.

R:Or they ask everything, they  just ask the whole, say, menu of what they could think of that should
be on a learning platform, they ask that out. So if you ask that that's not what they’re necessarily
looking for.

N:yes, edaéd UOx xzaagaag O00Uaa@Y ¢0Qi edac@x eaa@clUUal Uad au Uag ¢cadblala

they do that, ‘yes, once every two years or so’. Yes, you can turn on such a module in your LXP, but
if you do that once every two years, the question is ‘does that make sense to include all that in
the development?’ or do you just assume that once every two years we can do it outside. Or that
they had to have several people edit the e-learning at the same time, yes how many e-learnings

xUx ¢cU0@i 00é@2 aigeaeyY c0a0@ia CUB4 ¥ cUU4P RiGgaeyY é6U0¢c 040 6@ ¢cORPUAU OOa

customer and sometimes the actual question is just, speak volumes, that's basically it.

L:yes, okay. Ifyou look at the whole process or what still needs to be changed, there are still thlngs

¢c0O0¢ 1ae cOUapb R¢cUO¢ Oaerx O xaa® aadgd oU OUPAcRIY ad xUUU@a@acRi ¢c004 &
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can set up better, making it better for both us and the side. Those are also things we want to

x@é@RaA] E@ &e¢ Udleaedx égai aeOU aa a0ObUaU 40e=00RY ORAOPae ¢UO¢ 004 0P Oxea

Qo

a»
Qo

OU@Op e0@cU@a 1acd OaacBac Ue a4 U aecURR UdxeeU OUGA4ac O4ax

(e}
O
O
Q>
(0]
8

L: Yes, if you look at the process now, do you think there is a good balance between how much a
customer does and how much you do, or would you like to do it differently in the future?

N- COUOcae xUUU@AaB4ac; caab O¢ ¢U@ 0Oedddac OexUaPee aax@BR AU pRalbObeaeyY

aé aloc Mé cudibmer. And then you assume that we are both companies that make money on an

hourly basis, so to speak. If Blocks becomes so self-reliant, then a variant can arise next to it in
which you have, say, Blocks as a software service variant, which actually has less support and
where you can simply register on the website yourself, enter your domain name, leave some
credit card details by way of, and then you have your own Blocks variant. The customer has to do

ec2aj A£a ¢UOnush@nane demsBlvésalrarétEed get from us as a service. But there is also a different revenue

model, so that they simply pay per month per user, for example, just like other platforms. Yes, and
the key to success is of course that we have to spend less time per person than we have to be

with the other customers
xaUaU aaeéeza

L: But that's something you want to go to?

U OU@acgRiY ¢UO¢ €@

N: Well, it's a strategy or proposition that we want to go through, because it opens a number of

a Odogrs: It@ial@sw&ur business a bit more scalable, so you don’'t need a lot of people to serve a lot

Oec 6@ U0OéD aac i¥¢ a0Ox0 40ex=O00RY ORaAOPa® ¢UOg 004 0@ Oaa Ueawx Ol ¢U@ Oexecaadd; ~ax of@ustdnédeaYou can serve more customers with fewer people and that is attractive.
U0éw ca ax O OUcg¢ aU O Uaax e0i Ua e0UOU i1ae alUBa ¢U@ alUU¢ Oaaeac aU 0aa Uedaldglaa aadclaaee ca

the customer without them being, say, accidentally breaking it and you get the whole support
overworked. On the other hand, yes, some customers can handle that well and you want to offer
¢Uga ¢U0O¢ @eUOURUGI

So we're still working on different features that could certainly be a bit more customer-centric to
make adjustments. For example, one of the examples is now, now at the beginning of the process,
in the design process, we are going to specify with them what roles users there are and then we
are going to agree on what that role is allowed. There is something to be said for the fact that at
some point they could, for example, create a role themselves and check ‘okay, this is only allowed
with that content’ or ‘it is only allowed with published content’, something like that. And that's
something they can’t do themselves right now, that they always need us for and eventually there
are some features that we could make, that would allow them to be a little more self-reliant, so
they don't always have to submit a support question to ask us what to do.

Another example is exports. We now offer export templates, we can set up an export template per
customer and then we can run an export from their platform. But we don’t quite enable them to
make a large selection of exactly what data they want and then make an export of it. So things like
that, those are improvements that are going to come again and that are still on the list of things
that we want to do.

[a]
n

R- "ax OR=a ¢U@ O0O¢ada OUY =a ¢UQ pUax aU adsxc¢ JécPaxelUérd ¢0al0ag
designed by [name] or a kind of basic variant in which we can say in the front-end ‘well the colors,

L: yes, okay

R: And you see that it's going to be the strength that you could offer both with the same system,
so you have a scalable variant and a kind of plus plus variant that makes you unique and that
combination also includes a different pricing model, there are also other costs behind it. But that
you could offer both, so that you can serve your higher segment customers with your plus plus
variant, but also appeal to a completely different segment of customers with the other model.

L: yes, okay

R: And a lot of times | think systems are making choices and trying to cram one into the other

Oax éU0OQ é0&2e0i EORRY ¥% ¢UUA&aP ¢U0¢ O0eaedae UdeéaecadOclUaay ¢00¢ ¢UD 4
because it is actually the basis and the other way that the plus plus variant is too big for the basic

organizations.

L: yes okay, so then smaller organizations could use it as well.

R: Yes

L- EGRRY OaacU@& Uc@@a alaec@e Uad ¢cUQ OexelUaleae aax0BRj Y4 Yéeg UOED
can now also enter this.

el0UOU0 1a¢e Uge %UY@ Udaac gax
Yes

RaUAaY Uaace 60 OxYeéeacgVy Oec 6@ xa U0¢éw éox aR000x ¢UW UcPaxa a4 =aagclUUaU RUPY (;UIQQ{ZSaeé iae ORexea

have a small variant or something, | don’t know what to call it, or get a small variant. So you need
even fewer sprints in the beginning. Have we actually been able to set up a kind of basic variant
for you very quickly, that is also a wish. Then you have and blocks at the back and your front-end
block actually minimized or maximized. And then you have the variant that we also have now. So
there is also a wish there. Yes, it is.

L: Okay, are there still things, say in the admin panel that you think they could do more of what you
might be doing now, in addition to the exports.

R- 148 agy ¢UOcaae égai aeOU a4 2aldRR ¢cUVaAUxY 2a O 40xeae 4a0¢c@ a4 O 40R ¢Pac¢ a4 ®aagdcU

could adjust it per test themselves. So that's more, as far as I'm concerned, in you actually what
[N] just said huh, so more bigger things, and beyond that it's mostly in the more minimal things.
One thing | would like to add to the admin panel, but it's also something we were already working

L: So this is such a business model of, so here’s an example of something else, don’t know exactly

800¢ ¢UOcaee Uaay Oec 6@ 004 RR 440 Ua OpRraé; v aaé U0éD aag Uad ¢U@ O«
x4 2aa@dcl00aU aU ¢cUQ xPaU8dx eUcebclUaa; CU® adxg4& aUuU RRUAU Ua Uease RU:
the internet that that would be the most logical order. So with one is the customer segments, who

are they?

N- i@y cUg 0edddac eUcebclaa Ua Oexcaada aglagacae 00a 0 xaag 01 £A
lt?tter wﬂt&@ mor% %nerprlse customers.
L: yes, I'll type.

R: yes, larger customers and customers who value branding. And we also had that kind of next

a4 O BRUccR@ OUcY 0 UeaUAU aéc cUaed 00002aU0URUcI agaelagagacaeyY aa ¢c00¢ iae O derbeainieg patdrmidokng for, so they actually already know a bit about what's out there, who

done on your content, the preview and design so how accessible your content is.
L: And what exactly do you mean by accessible?

R: So according to the standards that they use for people who can see less well, so visually
impaired or auditory impaired, so that. You have guidelines for it, PCAG guidelines in 3 types. |
think that governments in particular are paying more and more attention to this, but also other
organizations, so it is good that you could also do something with that in your admin panel to
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don’'t want standard LMS anymore, so they are looking for innovation.
L: And then just all over the Netherlands | guess?
N: International

L: okay. yes, | think that's good. Or we can also go straight to the right, to the customer segments
of the desired situation.
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R: Yes, that would be the same, plus the basic variant for smaller customers. L: Just all three actually yes.

N- £A,& ¢ Ua ¢U@Aag caaj N: Yes.

R: or people who don’t want anything in between next level, but a stable good platform that offers R:Yes, it's also just, how you communicate with your customer, so yes it also depends on how they

a little more than a standard LMS. come in, but call, email. Sometimes it’s just pitches or tenders, which is of course also different.

N: Yes, so basically all companies that want to offer a premium learning experience to customers L: yes, that seems a bit the same to me in the desired situation?

or employees or partners. And then the size of their organization doesn’'t matter that much ) ) ) ) )

anymore. R:Yes in the future, yes | think there will have to be more focus on, especially for that basic model
on websites, social media. Conferences maybe also or what do you call that, of those learning

L: Yes. events.

N:Ua ¢cU0@ &dax¢ gUagdac iae 0&4@Y 01y Ua ¢0@ 0edadgac ®UcebOclaa iae 040 =01 ¥££ PaiaRAal DD d e .dkay.Codibthérbglationships.. ?

R: Well, maybe more. R: Yes, how do we maintain these, so that’s with the support we offer anyway, so you actually keep
o Y A N L e L A o . intouch continuously, in addition to quarterly sessions. And for the future we would also like to

N- ACIOQD Yéwga aaa@yY Oec Uaaa ¥££ YaalaigPee| 'BéPa ¢UOA ¥££ PadlRaigPeae exeeORRI xadae aac a4y 1¥fidk [N] had talked about that that you also bring the customers together.

users, let’s put it this way. And the other segment is, in the new situation, with far fewer employees

is also suitable. N: Yes, inspiration days where we all come together.

L: yes, so that second one isn’t necessarily next level. Okay, then the value propositions, the ones L: Yes. By the way, what exactly is a quarterly session?

in the middle. So what values ] o ) )
R: Every quarter with a customer sitting down and saying ‘how did the last quarter go? What

J: Yes, we offer a full on-brand experience, on-brand learning experience. U0ép e xgéwRaAaADBxY Uae 0840 ¢cUQ® 40&dadce Yéaec a4 ¢2e0U@ O4ax a4d ¢cadU O ¢
) of thing, so real management reports plus what have we developed for other customers, which
L: for example, are there things you have that others don’t? could also be interesting for you?
R: We also had _that one-stop shop for learning. That was kind of the, all about learning for you or L: Okay, yes. Let's see, yes revenu stream, so basically how do you make money with that, so that
your customers in one place. goes by the hour now | guess?
N: Yes, plus that of course we can unburden both sides with the combination with RMMBR and R- 1@@eV ¢U0 x@aelU4a 40020 Uae O &60x aaU00Y 404 *®dalac ¢cUPAa® Use a0U0UxY
Nerds, so we can make all the links you need, plus we can support them with content and make then we have an annual fee that consists of hosting, SLA and admin licenses and then on top of
sure that it is also well set up. that we have support and further development.
L: Okay, yes | think there was a whole list on that one Blocks site with, yes, | can just copy it, those L: yes, and then they just all pay separately for that and that's probably on that quote at the
10 reasons. Oh, one-stop shop. beginning?
R: yes, that's again, we’re just saying ‘who values branding and looking for innovation, next level'. R: yes, and if you have it for the future, then you would get it, perhaps for the basic, another model,
So that's actually those 10 points too, huh. But if you have to summarize it in a big way, then which is a licensing model.
of course you deliver alearning platform that is based on all kinds of innovative or conceptual
principles, that make it next level or that make it that one-stop shop. L: yes, and then they can choose which one they do, say, whether they do licensing model or the
other one?

L: Indeed just anything companies want that is actually possible.
R: Yes
R: Yes.

. . . . L . . L: Okay. Let’s see, number six.
L:And | think that’s also, yes, in the future in the desired situation, on the right, the same? Or is that

for smaller companies, a simpler one would be? R: Just searching, oh here’s six. What are the most important..

R: The basics are the same, it's not fully on-brand anymore, but it's an on-brand experience. L: Oh, so basically in terms of employees and

N: Yes, we offer them a premium learning experience, in which we just create a nice UX for your REGRR 4a0é Oéxmcaagaaey ageé Oax @élUaecUaU &0¢Ua Ox Oexecaadaae Oax i0aeyY
end users, just less on-brand. that's where the money comes from, and people, so the teams.

L: Okay, yes L: Yes and just the software, yes just the standard stuff you need. Okay. Let's see, activities. Or yes,

A R N . N . A . . o e . .inthe future it seems the same to me.
R- "ax éUO¢ agddx xa iae UelR BB Uada idaea Oéxecaada?2 I8aeyY ¢UO¢ Uae O xUUU¢cOR R@OaalUalU aBRO¢cUa&aa eBRcUaO¢c@RBRIY

an academy, a learning platform, that is the basic need of the customer. R: yes, um, right now that's sales, but at the end of the day, that’s just the product.
L: yes, okay. Then with channels, so this is for example website, social media, that kind of thing. L: yes, so just the stuff, which | just have in the whole service blueprint now, those are the activities
I think.

R: Yes website, social media limited. The main thing | think is warm relationships now, just via via.
N: Yes, of course also the development, further development.
L: Okay.
) ] o R: Yes, the further development, sales, and more that two models realize.
N: LinkedIn works too. But that most come, that is usually via via indeed.

o i . L: Yes. Okay. Yes main partners..
L: And website is from RMMBR or Nerds & Company or also that website from Blocks itself.

R: Nerds and RMMBR
R: Also the Blocks website itself.
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L: Yes, yes above there are also examples of all different teams, but that seems to me to be just
the Ul and the UX and just basically all the teams that have to deal with that.

R: yes, | think support is an important one too. So that we can continue to deliver that and the
developers, commercially | think as well.

L: And then | think in the future it will be the same, or maybe fewer people per customer.
R: Yes.

L: And then we have a 9 yes, cost structure, yes that's not very relevant | think, but

N: Yes, of course, our biggest expense is just the people.

R: Yes, people and software licenses.

L: Okay, | think it's kind of enough for now, | guess. Then maybe just a question, because | believe
there are now 6 customers. Do you have a goal of as many customers as possible or do you have
a bit of an insight into how many customers you would like in the future?

N: Depends. In the current proposition, it is not realistic to serve 200 customers. Then you have
to go to the other proposition if you want to be able to serve 200 customers. Within the current
proposition you are very busy with 20 good customers, then you have a very nice time. And with
the other proposition, yes, with 200 customers you can’t be busy at all, so to speak. So yes, that
has to show itself. In any case, to make it scalable, we want to work on that other proposition to
include that. Yes, and in the meantime, the focus is still on bringing in those good customers who
come out well within that customer proposition.

R: We want to add at least 3 more of them this year, so that's still a goal.
L: Okay, yes, if you still have time for one or two questions?
R: yes

L: Okay, great. Because my assignment is mainly to improve the user experience of the admin
panel, do you have an image of that, that you think, this is why we mainly want that, is that mainly
for new customers or indeed customer satisfaction?

N: Well, what we hope to show with Blocks is what is possible with modern technology and offer
a user-friendly platform that is used with pleasure by both end users and administrators. Yes,
and an important part of that is making it as user-friendly as possible for our intensive users and
generally most intensive users are the administrator on the customer side, so the people we work
most closely with. If we can get that as user-friendly as possible, so that that is the tool that we are
in love with and where when they go to work for another employer, they are going to miss it, say as
soon as they have to work in another system, then that has a very powerful marketing effect, but
at the same time just, yes, You want people to be happy with the tool they have to work with day
in and day out. And that shouldn’t be something annoying. So all the pain points and frustrations
that we can take away from users that they think ‘that just doesn’t work well’.

L: Yes, because if it's mainly about those small pain points, because I've also looked, for example,
then there is a search bar in one page and not in another. Those kinds of things are of course kind

alu gO0eai ca =anrRégyY Oeéc ¢cUpa® 040 ORaxa aa® bUax alU aadg xUU OeRrcY OUUUGA ¢cUOU&Ue& ¢U

be changed.
N: I hope you can tell us later.
L: yes, but that's what you’re looking for, for that kind of thing, to explore that, which is deeper.

N: Look, the low-hanging fruit is of course the most beautiful, because that’s just stuff that you
can quickly grab and pick up and that makes everyone happy right away. | don't shy away from
fundamental improvements either, but they're just generally going to be a bit harder to achieve in
the short term, but if they offer demonstrable added value and are demonstrable improvements,
then why shouldn’t we?

L- igae ap0iyY ¢cUg4a “arR x@ aUc@Ri Raab Uad ¢cUO¢|

R: 1 don't think | work enough in the admin panel to signal those things, which is why | had [product
owner] just for that.
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N: Yes, [product owner RMMBR] and [product owner Nerds & Company] see a lot more of that
than [R] indeed.

L: Yes, no, but very useful indeed to know how the whole process is going and the goals and so
that you see with that. | think I've gotten through my questions a bit, are there any things you'd
like to add?

N: No, not me at the moment, I'm just very curious about your results later.
R: Yes

L: yes, well great. In any case, thank you very much for your time.

R: Yes, you're welcome.

N: And good luck.

L: And have a nice day.

R: thank you, you too. So long
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B.3 Transcript Interview MKB Cybertraining - Translated

Interviewer: Laura van den Berg (L)
Interviewee: Initiator MKB Cybertraining (M)
Date: 22-05-2023

Location: Google Meet

L: He's recording now, so that's great. | saw that you had already read the information | had sent
via e-mail. Can you tell me a bit about what MKB is?

M: MKB Cybertraining is an e-learning platform for SMEs and also created by SMEs. And that is

intended to make SMEs, small and medium-sized enterprises, resilient to cybercrime. A very big
problem in our society, an ever bigger problem. That is already costing our economy something
like EUR 16 or 20 billion a year in damage. And that will be much more, and we have to do something
about it. And most SMBs are affected by cybercrime through their own ignorance, that's the big
problem. People accidentally click on things, people accidentally don’t turn on security options
because they don’t know they exist. That sort of thing. We try to help in a very practical, accessible
and above all very economical way.

L: Okay, and is MKB Cybertraining really an organization yet?

M: MKB Cybertraining is not yet an organization, that is a collaboration of three partners. One
partner is me, that is ‘Xtract bv Xander Koppelmans’, another partner is ‘brainstorm and concept’
through Paul Bartels in Breda, advertising agency. And the third partner that is Blocks and that's
actually Tim and Kirsten, who have their Blocks. And those are the three units and together they
set up a BV, MKB Cybertraining BV and that is the owner of the platform.

L: yes okay, and what exactly is your function in that?

M: My job is, it was my idea to do this. | am an SME entrepreneur myself. | ran a medium-sized
advertising agency for 30 years. And that company was hit by a cyberattack in 2015. After two

to use it?

M: Well, they don’t want to use it, because they don’t see the problem at all. They're dealing with

2¢OUU ®Ua4¢0U@eae Oax éUc¢U Ua O¢gUaa Oax wagaul aalO@eae Oax 40é abcgwal

of practical stuff, that's what they’re doing. And so we have to come up with a ruse to get in their
ears, that we say ‘hey how can we reach them?’ and that's not easy. And we have developed 8
strategies to get through to them. And the most obvious one is, go post ads and commercials
on social media, that's easy. But that will have little return, because they don’t want it. Another
strategy is that we approach the 500 large companies in the Netherlands, the unilevers, Nestlé,
because they see the problem. And they have it well under control themselves. And that we ask
them of, would you like to ask your suppliers, your chain partners and your suppliers, so small
SMEs, to do this training. Because otherwise they are not allowed to work for you, that they are
too dangerous.

L: yes, that's a good one, yes.

M: That would be very nice for those large multinationals, they are becoming safer. And if a client
says to those small SMEs ‘you can deliver to me, but then you have to do that training’, they are
very quickly motivated to do that training.

The same applies to the 345 municipalities we have in the Netherlands, which is another strategy
to whom we want to put the same question. That you say ‘hey church, you're being attacked by
cyberattacks about twice a second and you're doing everything you can to keep that out, but the

sandwich shop that delivers the sandwiches to you just sends a corrupt PDF because it doesn'’t
know there’s malware in there. Ask them to do that training, then you make it a little easier for

iacdaxe@RU Oax iae UerR RR O &2a0OUOR ¢Oaxeb O O 2a6aU0OUa0ORU¢I ¢ca PPYAE ¢UD

that SME'. Of course, we're also going to look up the media, we're also going to work with insurance
companies. We already have one, Interpolis we have signed a contract with. That we say ‘yes, you
can take out cyber insurance with us, but if you do that training as a company you get a discount.’

L: yes, good one.

ig08ae aU R0eUUc@AY % R@x Uad 00apaeacOi aU ¢UO¢ Vaaadaiy Oax UOx ¢ca ROI auU ORR ¢ UM Bhendniegpolsavil ap@angh their 200,000 customers, so we don't have to do that. And well,

my house, and everything. | had 1.5 million euros in damage, and | couldn’t stand it. And | give
lectures about it all over the country. And during those lectures | was asked ‘how can we solve
this problem for SMEs?’ and then | thought ‘MKB Cybertraining would be a good idea’, so | am the
initiator, | have sought out the partners together.

L: Yes, so to prevent that from happening to other people as well.

M: Right, that's my mission, that's why | give those lectures all over the country. 50 a year or

so, one every week. And | also provide the content, so the raw texts for the modules, for the 50
lesson modules that we have made. Because of course you also have to have knowledge about
cybercrime for your platform.

L: Okay, so that's 50 e-learnings?

M: Those are, no, yes, | think it's one e-learning with 50 modules in it, essentials is called that

at Blocks, but because the word ‘essential’, that doesn’'t mean anything to the SME, so we call
it modules for them. And those are modules with cyber threats, so there is a module about
ransomware, module about sexting, module about CEO fraud, module about phishing, all those
threats, DDoS attack, brute force attack attack. That is a group, and then there is also a very large
group with defence measures, ‘how can we prevent this?’. Through a module behavior on the

€aabp aaaj %U iae Ugc Oa gaduR 0e&ad Oax iae ¢UUAPY IQ@Y Y% xa

if this is completely okay, what do you do? Do you click on it or don'’t click on it? Or do you call
someone in to take a look together of what do you think? Could | click on this? Or if you've clicked
on something that makes you think ‘oh shit, is this okay?’ and then you call someone? Or do you
say well, | hope it's nothing and leave it like that, I'll continue with my work. It's about the kind
of thing that makes the difference between the survival of a company or the bankruptcy of a
company.

L: Yes

M: That's how important it is, you don't realize that when you’re checking your email on Monday
morning. So we have threats and we have prevention measures. Have you done your updates?
Do you have your antivirus software? Has it been updated? Is it automatic? All of that sort of thing.

then you have the IT companies, the computer companies. They all struggle with this problem,
because they have a lot of customers where they see ‘you have bad passwords, they are sloppy’.
But an IT company has a duty of care, because they are experts. And they must therefore help
those companies with this, because otherwise they are even partly responsible, liable if something
goes wrong. So all IT companies in the Netherlands are also very happy when they get a tool where
they can go to their SME customers to say ‘boy, do that training, is really very cheap and it just
makes you safe and then | can continue to work for you'. Because if your password is ‘laural23’,
then yes, I'm not allowed to work for you as an IT company, because you're just a liability.

L: Yes
M: Well and so we have 7 strategies to reach those SMEs. That's how we're going to do it.

L: yes okay, and do you have a bit of an expectation of how they’'re going to use that? Is that just
a one-off or is it a longer period of time?

M- EGRRY éUO0¢ 60 @@ Ue ¢UO¢Y ¢cUPAT 040 aeRcUERY 48aéUx@

they mainly focus more on the larger companies and we look for the small ones, from sole
proprietorships to 20 people actually, that is our target group. Nothing has been arranged for that,
because you can’t really earn money from that. Takes a lot of time to approach such a company

ac paaée UU ¢UUa Uae O aaandighedoknyshenasyOudave one, you see, that just doesn’t make sense. Our strategy is different,

we are looking for the masses. And we also make it very non-committal. As an individual you can
do the training, so as Laura van den Berg you can do the training, but also as an employee of
Nerds & Company, that is a choice. And Nerds & Company can also say ‘yes, we do it for all our
people’, so we sign you up for that training.

Well in your case, if you say ‘I'm going to do it myself as a student or if’ then that costs a tenner a
year, then you can do the whole training. And if you say ‘I do it as a company’ it costs 100 euros
per year plus a tenner per person. And that is very cheap, because most training courses are
between 3500 euros and 35000 per person per year. And that is far too expensive for small SMEs.
So we are going to offer a much better product, with 50 modules. We are the only ones that do
that, who have so many teaching modules, which you do not have to take all of them, only the
lesson modules that are relevant to you as a student or if. You have to do that, the software takes
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L: So the end users are other SMEs, and how do you want to reach them? So why would they want a@ al ¢UO¢i "ax cU@ga Ue Oa=mce ¢oaaoa 100aY ¢ ¢ 1ae ¢ ap Bige
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month’. That's a very safe investment, that's a no-brainer.

L: yes, so throughout the year you can just use that whenever you want and when you think it's
necessary?

M: Yes, but yes. And then you get a year to follow the training and you also get updates for a year.
If there are new threats, you will receive an email of ‘there is a new module ready for you, because
there is a new threat’ or something. And then after a year you can extend that or you can stop it.

Stopping would not be wise, because it goes very fast in cyberland. Things change quickly, get
worse quickly.

L: Yes, and people may see that a lot throughout the year when they often get emails of ‘there are
new things'.

M: So we're hoping, once they’re members, that they'll stay that way for at least a number of years.

L: yes, okay. And are there any other goals you still want to achieve that haven't been mentioned
yet?

M: Are there any other goals? The goal is to make MKB-Nederland safer in a way that has integrity,

@& xadac cadi ca RR iaéd aa0bPcee 4aé04& ¢cU@ aUae @&l aU acUQ&aeY dac a0bPg cUgayY gU2 u@(”)()éae
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company much faster. But we don’t want to do that. And that also makes us a discussion partner
for many companies. Such an Interpolis loved that.

L: yes, it's a really nice goal indeed.

M- CO0O¢ OR=a
they are also very enthusiastic. Because if such a bank says, we are also going to do it for our
customers, then yes, we are of course baking a lot of cake. So are there any other goals? No,
no, being cyber-aware in the cheapest possible way. Oh no, there is an extra goal, that is those
companies that do the training, who get when everyone within the company has followed the
cdblalaulyY ¢U@i Ug¢ O OBacU O00¢d;
am a sandwich shop the quick bite, but we are cyber aware and digitally secure entrepreneurs,

®aiae 004 20UQBRI 484x048 14a¢d ®04axeU0UPee Udaa eeY 0000e=D 60 xa aag e@ax Oaaae
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as a safe company.

L: yes okay, that's nice.

M: So that's something extra.

L: Yes, and how did you end up at Blocks?

M: I've done an e-learning before, a few times with other parties. And one of those parties was
Dataexpert from Veenendaal. | had approached them again, also for this platform. And then they
said ‘this is way too big for us, that's really so complex and so big, you really need a good party
for that and we're not, we're too small for that’. And they advised Nerds & Company in Enschede,
because they were in the same investment group. Interstellar is a company that invests in IT
companies and that invests in Dataexpert as well as in Nerds & Company. At the time, they are
now out, but that's how we were introduced to each other.

L: Okay, and you said that you had also tried it several times, for example, what was wrong with
others?

M: It's not about not doing well, it's about putting together a team that can do the job well. And
Dataexpert is a really good, nice company. There | made another e-learning ‘the cyberchallenge’,
which was also about cybercrime, but for residents of the municipality. And it runs in 14, 15
municipalities in the Netherlands, offer that to their residents. But that's a very simple, 6 chapters,
multiple choice, click click click done. They've done very well, but this is potentially going to affect
millions of people

L: yes, that's just a different goal.

M: Different scale, different scale. And you have to set up your team for that, that you think, yes,
¢cUga iae
also want to go abroad, if we have rolled this out properly in the Netherlands. Then we also want
to go to Germany and England. It's a global problem, of course. And then everything has to be
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in other languages and then all that has to be manageable, so you just need a good partner for
that.

L- "ax eU@ga ég Raab O¢ uRaObeaeyY e00¢ xa iae ¢UUap 040 ¢U@ adaec OQAOD ¢ 4

M: Well when we got in touch with Nerds, we got an option, we got two options; a SaaS solution

a8 pRalObe; "ax é0Za&@ puRalObeae Uxe O aaxeR0& xiecyay eUPa0 60 O4éRx =0
because this is something else, MKB Cybertraining is a separate product, where we did not know

exactly what we were going to encounter, we chose Blocks, which is the most expensive option.

That SaaS solution is actually standard, Blocks is much more expensive. No, so not much more

expensive, costs a lot more money, but will be much cheaper in the long run, because you have to

28800x ¢00¢ 4¢3 404004 aURRUA4Ae aU 00axUx0¢@aY Oax ¢U@4a in£EYEELE
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‘oh, well | want it to do this, and you can’t, because that's not in the standard solution. That would

be very bad. And now we have a modular system that we can always continue to set up and

renovate.

L- iGaeyY =4 ¢c00caae PUax aU ¢UQ OUUUBaec Oxé604acOUBY ¢cUOCc 1a6adQ0 Yéee O,
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tﬁﬁgesgoua} I'% ri?;g ypu think ‘oh shit, we didn’t think at all, how are we going to solve that?’ . .
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news now, that you think ‘yes, what are we going to do with that? How are we going to incorporate

that into our platform?’ Well in a modular platform that is quite easy, you can connect to the

aaxeR@i COUUax é0i 14a¢ P4 1a¢dedRU GeUORD;
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or features that Blocks, for example, doesn’t have right now.

M: yes, there were some things you think, it's a modular system, Blocks, but those modules have to
be there. And that is often not the case, because the module is only built when it is needed. So if
ouego to@lo%(s 13 ¢ 10 egs, you will see that there may be 500 modules, Blocks block modules, but
are &re not yet S5 theré'is still something that can be arranged, for example for the payments.
Beca e Blo&ksdﬁs sq far mainly been aimed at larger companies that want to do their training
% t e g %aénBent module is not relevant at all.

L: No, indeed.

M: It wasn’t necessary at all, because there’s just going to be an account, you're not going to build
a payment module for that. But we get from all over the Netherlands that people have to pay
tenners. Yes, you don’t want to write bills all by hand, then a module has to be built for it and it
wasn't there, so it's being built now. That's the downside, if you don’t have time, that's a downside.
But we have time, we will go live in September and before then we are ready.

L: Okay, yes, and how do you feel about the collaboration, including with RMMBR and Nerds?

M: yes, well it's like dancing together, learning to dance is that. Because we didn’t know those
people at all and they didn’t know me either. I'm just someone who calls, says ‘hey, are we going
ca ®¢08c¢ O Oexrlageae cal@dclU@a Oax @¢cbac ¢cOPUAU O Rag auU
be done and I’'m not going to pay for it". Because | have to, because | don’t have that money. | don’t
charge half a million what they are used to from ABN or other customers who say ‘I'm laying down
an assignment’. That's quite a lot Laura when someone like that calls. And if they say ‘yes, that's
a good idea, we're also participating, we're also putting in 1.5 tonnes of unbilled hours’. That's
pretty exciting, because you don’t know each other. And | have to say, in the beginning that's a
bit rough, because you're all ‘are you okay? Are the intentions okay?’ And for that you need some
conversations and some consultation and then you gradually see that you think ‘yes, those are
just all professionals and everyone is’. And it's marching like crazy, it's going really fast now. And it
meets all wishes, yes, so very nice cooperation.

4040U0R aUel

L: Okay, yes, good to hear.

M: yes, where | really like to notice, I'm kind of the pioneer, the initiator and | also do a lot of
marketing, so I'm looking for partners and companies. But it is super nice to notice that RMMBR
from Amsterdam arrives with ABN. | was working on Rabobank and it wasn't very busy. In the

¢ cUO¢ RO éBRse & Pesy Ehey were very enthusiastic, but they just didn't get over the bridge. That Kirsten

said ‘yes, | have a contact at ABN, shall we give that a try?’ So | think yes, that makes things much
more powerful in a collaboration. And we are already entering the third meeting with ABN AMRO,
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because they are extremely enthusiastic. B.4 Transcript Interview DPG Media - Translated

L: yes, that's nice yes.

M: That you think, look, it doesn't all depend on me. Interviewer: Laura van den Berg (L)
Interviewee: Learning & Development Consultants DPG Media (D1 + D2)
L: yes, so it's really a collaboration if it's really done together. Date: 30-05-2023

. . . . Location: Google Meet
M: Really a collaboration. Tim comes up with school communities and metal sector that wants to

be on the platform and then it's, yes, then you’re much more powerful than if everything has to be L: yes okay, then he’s recording now. Do you hear me right?

initiated from Sprundel on my energy, so that's very nice.
D1: Yes, great.

L: yes, yes okay. Yes, eventually I'm going to look more at, say, the admin panel, so that's more,
say, the back of Blocks. L: Okay, so it's a bit exploratory now. Yes, how a bit the context of how Blocks is used. And then I'll

go into the Admin panel later, but you don’t work in that yourself, right?
M: yes, I've never seen that.
D1: Yes, but the others more.
L: Do you know who will be doing tasks there? Are you or more from Nerds or RMMBR?
L: Oh okay, yes. Can you perhaps tell us a bit more about what DPG Media is and what your

M: No, | don’t get into that at all. | have nothing to look for there, that is not part of my job. RMMBR, functions are in it?

that. | deliver the raw texts, of which | say ‘make this a nice module’, and RMMBR turns that into a

nice module. Brainstorm and concept from Breda adds the photos and videos and RMMBR puts D1: Yes, DPG Media is the largest Mediahuis in the Netherlands. We publish newspapers,

that in the platform. So | don’t have anything to look for there, I've never been there. So you should magazines. We also have online services, that's what we call it internally, but those are websites,
ask them if that works at will, but | hope so, because it's their own product. so for example Independer, Nationale Vacaturebank.

L- i@y daaY x@ aUc@RIY “aéd 00x 0aacOOc¢ éUcl0 ¢cUBa O0ax ecelUU 0aiediy Oéc RPcae a=g@ UL bl dat sof afdiing.a
i hat of .
view that of course D1: Yes, too, so indeed news media that are only online in addition to the customers who are of

M: yes, yes, | read that in your brochure, so | think yes, but I'm not going to get there at all. course physical. We also organize events, so for example Libelle summer week or the Tina day.

DPG Media makes money on two sides; one subscription and single sales to consumers and two
L: Because who does more the functional say, that you say ‘this content has to go to that partner advertising revenue. We work in the HR department in the Learning &Development team and we
and so on, a bit of application management? are both L&D consultants.

M: That's what RMMBR actually arranges, they have kind of control. L: Okay, and what exactly is, say, the division of tasks around Blocks, what do you do and what

) do the others do?
L: They're actually completely the user of that whole backside.

D1: Blocks has been used to build our Academy, our learning experience platform and this
platform is used by all employees. Well, in practice of course not by all of them, because not
everyone realizes how important learning is, but in principle it is, say for the users | mean all
employees, and the back end, so we who really see that it is Blocks is our team. So that'sfour
consultants, including [D2] and me and two coordinators and currently two interns.

M: Yes, they are the whole user from the back end and get content from me and from the company
in Breda Brainstorm and concept. They load it on the platform.

L: Okay, then | have a couple of questions that are no longer really relevant to this.

M: Oh yes, well. . . I .
4 L: Okay, and do you have different functions within that, for example that you mainly focus on

L- pé¢c ¢cUO¢c xa@eaeaac abccday cUOcaee 4@ IBaeY % cUU4&P %aa O OUcg ¢U&aeUU a) 4édaeclUaaay ethegontert?2 O aaga

to, oh no, that doesn'’t really make much sense anymore. No, | thought, because eventually I'm

going to make a new design of the admin panel, but if you're not going to use it, then it's not useful
to test that either. No, then | think this is it, everything | wanted to know then.

D2: What do you mean, we all have the same access, only the people who work on it the most
are the interns and the coordinators, or what exactly did you mean?

L: Yes, if you work with multiple people in the admin panel, do you have different functions, for

M: Okay, well, very good. And if you say ‘oh, | forgot something’, email me or we’ll make another .
example, that one mainly creates content or the other yes

OORR Oax é@aBR BB Ua ¢cUOc UO4E;

L: Yes, no, very nice. In any case, thank you for your time and have a nice day. D2: We can do it all, but they do most of it.

M: You're welcome, have a great day and good luck with your research. L: Okay, and what do you do?

D1: I'm currently working on learning paths, but that's also because | worked at RMMBR before

¢cUOcY 80U@a@ cUOc é0a ai Yad Oax =a ¥% Yeéec U0éQ 04 OU 4aUci eU¢U ¢cUOUa O
| don'’t think you actually make any learning paths and if we do it then together with RMMBR

actually.

L: Yes, thank you

D2: And what I'm working on now is to work with a different project team or actually a different
environment, but also from Blocks, to create a certain structure, to set it up.

D1: For learning paths and
D2: Yes

D1: Oh yes, so structuring the content actually, so setting up the learning paths and hanging
essentials underneath. So | do that myself. These coordinators are mainly busy with, for example,
training courses, waiting lists. We look at ratings, yes evaluations.
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D2- AéccU4U ¢c0UaUea aarRVa@Y ¢cOPUAU ¢cUU4&Ueae al UAD;
D1: Yes, say really working in Blocks.
D2: Update carousel, that sort of thing.

L: yes okay, and then there are other people who actually create the content themselves, or do
you?

D1: Well, that's what | just said, we create content together with RMMBR.

L: Oh yes, okay. So you mainly use Blocks for your Academy, and what kind of courses,
e-leanings, training courses are those that you offer exactly?

D1: oh, that's really super wide. We have 400 essentials. And for a small part they are from Good
Habits, so there are a lot of them just our own too. And that can literally be about anything, from
soft skills, from how to present better, to absenteeism management, data analysis.

D2: [ ] management, that sort of thing. That could really be anything.

L: yes okay. And how did you actually come to Blocks, is that because you had already worked at
RMMBR?

D1: Well Blocks has been with DPG Media for two years.
L: Oh yes, they had those before.

D1: I wasn’t working here then, and | wasn’t even working at RMMBR at the time. And Blocks was
already here before you came here. But what | know about it is that they have just researched in
the market, what LXPs exist, what are the possibilities.

D2: What is the best party to work with.
D1: yes, they really pitched games, and RMMBR won. Yes, of course they work with you.

L: yes, so you don’t know what other ones they’'ve watched. Because what do you think are the
biggest advantages of Blocks, compared perhaps to other options.

D2: You can make it completely customized, actually.

D1: Yes, that you can tailor it and also that the experience of the learner is central, that's what it's

ORR OBaecj ax ¢UO¢ iae 004 Yeeg Oxx ORaOPxY RUPY RaU 6@ e0ac ¢Ua ¢ca 6@ O
now’ well, then that can be added. So you can completely adjust it to your own wishes indeed. |

think that is the greatest added value and that simply the learner is central.

(@}

L: yes okay, so that you can actually just do anything you want, they just make that for you.

D1: Yes, at the same time the disadvantage is that you can do anything you want. Because
Blocks is of course set up in such a way that a lot of freedom is given to the user and we
therefore also have the experience that it is too much, so that the user no longer does anything,
because he simply no longer sees the forest for the trees. Because the navigation, yes there is
no navigation. If you search for something, you get training. For example, if you search for data
with us, you will get 123 search results. Yes, an average employee does not know the difference
between a training, an e-learning, which is also called essential, or a learning path. Look, it's
super clear to us, but that employee really doesn’t know. So they don’'t know where to click at all,
where to start. And then yes, it goes away again and does nothing.

D2: That's the most feedback, the most important feedback we get.

D1: Yes, this is where we want to focus next year, is improving that navigation. We are also

currently doing user tests internally, or those are scheduled for June. Yes, to request more user

geapalgadgeaeyY Udaa Uae 004 6@ Uaadaéd ¢0UO¢ a0éUUOgUAaa Oax Uae 004 e UQRA 14ae
Because yes, we actually look at it with far too much knowledge, because we understand how

the platform works and the average employee does not.

L: Yes, that is indeed about the foreground, of what the employee sees, or does the admin panel
also have to do with that?

D1: Sorry, | don’t understand your question
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L: Say, the unclear navigation is mainly in what the employees see?

D2: Yes

D1: Yes

L: Or is the navigation also unclear to you, or actually because you don't work in it for so long?
D1: Oh, well | like Blocks on the back, so the admin panel, don't think it's super clear.

D2: Not very intuitive.

D1: No, not intuitive at all | would say.

D2: But because we know how it works.

D1: Yes, at some point you know, but actually you don’t, because | have to search every time.
And there are just a number of things, youcan't see ‘oh, I'm opening an essential, what learning

40¢cU® xage ¢UUa BeagdacUOR UORR ¢4ax@a2a Ue AOORRI eagd Oépédax cUC

export convenient or user-friendly for us.
D2: Not user-friendly at all.

D1: No, and if they want to change that, it always takes a lot of development time on your end
and that is also very expensive, because it just takes a lot of time. And what is also really big
disadvantage that we miss is that there is not one clear overview of the content that is on it, not
even for us.

L: Okay yes, those are really good insights though.

D1: And we can't just make one export out of that. Whereas, yes, you want that, because
sometimes we can't even advise people internally about what they need to learn or what they
can do at the Academy.

D2: Because we don’t have the overview ourselves.

D1: No, nobody actually has an overview of what’s out there, because there’s so much and you
can’'t make a good turn of that.

L: No, because there is, for example, of all the essentials you may have a list of, but not what
belongs to what or, something.

O OWacU OO¢Y

D1: No exactly

L: Are there any disadvantages that you know now?

D1: Yes you have to, | think you now have a list of 10 things that will be picked up at 72000 euros.
So these are all disadvantages as well, but | don’t know them off the top of my head.

L: yes, no is good, then I'll be there
D1: But if all goes well, [product owner Nerds & Company] has scheduled it in all sprints.
L: Okay, no, that's good to know.

D1: So those are all disadvantages as well. For example, one of them, | know by heart, because it

is very often asked internally, is that there is also no clear training calendar of when we organize

¢cUP d4U0ieU00R ¢adUalaU; peg Ugcae OQUAU aOx@ 4aéY =a ¢UOcae xeidda
are really the biggest negatives.

L: Okay, good to know. Because what are some of the most important functions that you use,
are they mainly the essentials and the learning paths, or are they indeed also the exports. Or are
fRihgs you never use?

D2: So | don't use the exports. We use the, what do you call that?
D1: We create learning paths, we use training, we make essentials, we import smart groups.
D2: Yes. We don't use that points system.

D1: Well, again, yes, but not properly, let me stick to that. You just get points, of course.
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D2: Yes, you get it, but we don’t do anything with it.

D1: No, but that's outside. No, | mean, if we want to do something with it, it's outside of this thing,
right? What would you like to do on the platform with points? So then you would put it out there,
yes just sit in there. What else do we use? | do use those exports, other people do too. But not,
yes, it's just not super convenient, because you just get an Excel spreadsheet with 19,000 rows.
yes, you can'’t, yes I'm not a data wizard or anything.

L: Yes, no
D1: So | would, a real dashboard is more convenient.
L: yes, so just a dashboard with, what kind of stuff would be on there?

D1: Yes, we really need that. Oh, you know what's really awkward? That users always stay in
it. We have over 10,000 users, but that many people don’t even work here. And that is really a
disadvantage, because that also pollutes the data.

L: Yes.

D1: Because now, if 5000 people follow something, then in the data we have ‘50% have followed
something’. Never happens, of course, so many people, but imagine. While actually it's 90% of
your people, which is 5000 out of 6000, is not 90 %, but | can’t do mental arithmetic very well, but
it's a lot more, you know?

L: Yes, yes

D1: So that's really a disadvantage, that you can't easily take people out or something. That you
have to import all that manually every time, but that may also just be because of us, because of
the systems, that it is not linked to it, I don’t know, | don’'t know what it is.

D2: Yes

L: yes, just for the general picture, so to speak, what is the biggest goal you want to achieve with
Blocks, is that indeed that end users have a good learning experience, or are there more goals?

D1: The goal of the Academy is that there is one central place where all learning interventions
come together and that employees also know ‘oh, | want to learn something, or | want to
develop myself’, that it goes to the Academy.

L: Yes, and do you have a bit of insight into whether employees really use it a lot and what their
experience is with it?

D1: Yes, some employees use it a lot, other employees who know, by way of, not that it exists or
not how to get there. And so the experience is, yes, what | just said, that the navigation is really
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what lies with us and not with Blocks is that in the beginning a lot of content was put on it that, in
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then yes you won’t come back. So there is also a real challenge for us to curate that content, to
keep it up to date in some cases, but also to just improve content, in terms of looks as well. DPG
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a different system. And they have those e-learnings, yes, they didn’t have e-learnings, they had
webinars. And everything that was on their learning platform, their LMS, was then transferred

to our LXP, Blocks. Only it was all webinars, yes, that's not necessarily what our LXP is made for,

because yes, we also want it interactive and we want to make people think and, you know, a
little more of this time. So their solution was to cut all the webinars into 5-minute pieces. And
these have now sometimes become very essentials in which you just have a sequence of 10
working methods ‘text with video’ and you see 5 minutes of the webinar every time. Yes, of
course this makes no sense.

L: Yes
D1: And | understand that someone follows that once, that they never come back.

L: yes, no indeed, so that's just different. Perhaps also per location in terms of how many people
use it?

D1: And what do you mean by location?
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L: yes, I think you're in different places across the country.
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had it.

L: yes, yes okay.

D1: So not that everyone in Amsterdam has a good experience and everyone in Rotterdam has a
bad experience, because they use the same thing.

L: No okay, yes.

D1: Only depending on the content they have seen, and therefore sometimes how tech-savvy
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good and will you come back? Or not so good and you think ‘well that Academy, never mind’

L: yes okay. So, say, in addition to the admin panel, you also see that improvement is needed,
certainly also at the front in terms of navigation in particular?

D1: Sure
L: And so those are user tests that you're going to do with employees?
D1: Yes, they are scheduled for June.

L: And the outcomes of that, is that also something Blocks is working on, with that front, or is that
something that’s more up to you?

D1: Well we can’t change anything.
L: No indeed

D1: So no, that will be Blocks, maybe Nerds will get another assignment, but yes depends a bit
on it, what | said, there is now work for 72 k. Yes, my budget has also run out once, so maybe
that will come next year. And if it's things like ‘the homepage is too full’, we can of course do that
ourselves, because we have control over how many streams, say how many blocks, we put on
the homepage.

L: Yes

D1: So we can remove 5 of them ourselves, to name a few. So it kind of depends, but | expect
there’s going to be a lot about navigation.

an
™
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RMMBR, does that all go smoothly, do you also get a lot of support from them?
(
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have a project director and that goes well. What | run into with you is that I, so | have now

4400 80000 Ue r¥paeda@iiy8 frof 9ot Yor 72,000 euros, via RMMBR, but | know that is just with [product

owner Nerds & Company]. | haven't been given a schedule, | have no idea when this will all be A
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ax Ua pgpruuve als(?téb@y' IW&¥en't heard anything yet, except once the new design of that calendar, or twice,

because | had given feedback and then a new design came. But | just want a schedule and |
don't get that and | have trouble with that | have to say.

L: yes, no, yes I'm obvnously less involved in the development part. I'm onIy domg my graduatlon
48aYQ00cY Oeéc waRR x@ 4Uc@RI 40a@ee Uc a4 ¢cUOc ¢cU0Ocae O daUac caayY igei 1
nice that if you indicate what you want, that they will make it, even if it takes a long time, it is

expensive.

D1: Yes, there's always RMMBR in there, isn't it? | don’t always deal with you directly, certainly not

with the application and so and so and also the invoicing and everything. That all goes through

RMMBR and only when it is already made and scheduled with you in the sprints, then | have

contact with [product owner Nerds & Company] in general. And we now also want to link Blocks

to our HR data system. And with that | have, then | have contact with [name] and [name]

OUOUa&az v, xaadag a¥ORRI Paaé alUU ¢U@W caa auU ail 0@0x; "ax ¢UO¢ Ua Uge@RU U
they are really on top of it on both projects, but that may just be my experience.

L: No, okay.
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takes a long time.
D1: Yes, exactly. Maybe because there is no project manager on your side.
L: Yes, of course there is just a product owner, though.

D1: Yes, then | would do stakeholder management, for example, because we are stakeholders in
our projects, and can keep us more informed, or even informed of what is going on, and when
and how and what.

L: But | think that's, yes that's of course [name] is the product owner.
D1: Oh yes, well then he should.

L: Okay, and then on about the admin panel itself. You had just mentioned a few points that
are now running, so | will check with them what exactly those points were. Heeft it say also

a kind of big learning curve, suppose you are just starting to work in the admin panel? For
example, do interns already have experience with, for example, managing data and application
management and so on or is that something they need to learn new?

D1: Depends a bit on the person. Some people come here, they can already create websites in
WordPress, for example. Yes, then of course you already have a little experience with something
similar. And Blocks is new to everyone, but that makes sense, because yes Blocks is not a global
company. Or maybe global company, but no WordPress of course, that's what | mean. So Blocks
is new to everyone and it really depends on the person how quickly they pick it up. One is just
more tech-savvy than the other, and gets it faster.

L: No, okay. But it is, as you just said, it's not very intuitive.

D1: No, you just need the workshop from [product owner RMMBR]. I've been working with
Blocks for two years, and there are always so many snags, and rules. And that has the
advantage of one side, if we want to build something, then it is also possible. But it also has real

D1: No, so then essentials and learning paths, that that becomes easier to implement, because
there are 100 million things that you have to remember in your head. And that there is a clear
overview of which essentials there are and then under which learning paths they all fall. Because
sometimes you just have one essential that can actually be put into multiple learning paths very
easily. But yes, you just don’t have that overview anymore.

L: yes, no okay. Yes, in the end I'm just going to see how | can turn one part into a new kind of
interface design and then it's up to the rest of what they do with that, of course. | also had a list
of what else was out there, surveys.

D1: Oh yes, about evaluation forms and so on, our colleagues can tell you more about that.
L: Okay
D1: Because yes, we don’t work with that at all, but they know that.

L: yes, for now, | think I'm kind of through the questions. Of course there are still many things that
can be improved, but you have already forwarded that list to [product owner]. And then | will

also take a look with your colleagues, yes just in the admin panel itself just watch how they do
certain things, also a kind of user test indeed. Yes, are there any other things you want to say, or
important points that you run into, or do you think that's so much that can’t be mentioned now,

so to speak?

D1: Um, these are the most important things.
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D1: And if you also, who do you have that conversation with again, do you have that with [name]
and [name]? [name] should also be included.

L: Yes, [name] is included in that.
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good answer, so it's a question’. | don’t know, there are all these little things. | think it's very well
built, but it's built from a technical side and not from a user side.

L: Yes, say the people who made it who understand how it works, but the users have to learn it.

D1: Exactly, and | think WordPress is included, to use it as an example, or for example a Wix | don’t

know if you're familiar with Wix website?
L: Yes

D1: But those are really made for, say that back cover is made for the user. And the Blocks back
is not made for the user, which is made by IT people and that is super clear.

L: Yes, that's exactly what my graduation project is about now, to look at the user.
D1: Well then there is still a long way to go for the admin panel.

L: yes,  won't, | have until the Christmas holidays, but I've already seen that | can’t change
everything. But suppose, for example, if | have to focus on something, | now thought, for example,
all customers who use the essentials. Because of course you have the whole menu, also learning
paths, exports that kind of thing. Suppose | had to focus on one thing, are those the essentials or
are they other things?

D1: Yes, for me, essentials and learning paths are really related for me. But at least the content,
for me that's just the content stuff, that's what | would focus on, right?

D2: Yes, of the rest, yes
D1: Those trainings can be done in themselves in terms of user experience, so to speak for us.

D2: Yes

D1: Oh yes, | really like that whole import and export thing, yes | don't like it at all, but that's so big.

D2: 1 just wanted to say, if you can pick that up, that would be very nice, but | don’t think that's
where the focus is.
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€s, per%ct(.)They can really tell you a bit more about that back end and stuff, because they
work in it a lot.

L: yes, okay.

D2: Do you know what would be nice? If we, [D1] has developed a template in sheets or in
PowerPoint, | don’t know, with exactly the number of characters.

D1: No, that's from RMMBR, that’s what [product owner RMMBR] made.

D2: Oh that's coming, yes but that would be great if we could load that instead of having to
enter it manually.

D1: Oh, yes good. Yes
D2: Did you understand what | was saying?

L: I think | got that, | got that template yes, from [product owner RMMBR], sent that template
from that PowerPoint indeed. But to [founder & director] of RMMBR | also said of those
templates, you would need them if you already incorporate that into the admin panel itself, but
her answer was more like ‘yes, the content creators are not always the people who work in the
admin panel.’

D1- AU 4aVy é@ x@ aUc@Ri é0ac ¢ca P?oa ¢cU@ ¢0aidROcd;

D2: Yes yes yes

D1: Because we don’'t want people to work in the Academy either.

L: No, no okay.

D1: But now we have in a template, so in PowerPoint or in Google Slides we make the e-learning,
so to speak, and then someone has to copy every line of test paste to Blocks to enter it, so

to speak. And that introduction takes a lot of time, and money too, because we usually have
RMMBR do that. And it just really costs a few thousand euros.
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D2: So if we could do that, if there was a plugin or whatever, if we could load that into Blocks, that
would

D1: If you can just upload the PowerPoint to Blocks and they recognize it, and then the essential is

ready, you don’t have to copy paste per line, because that really takes days.
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D1: Well, it's not possible right now and it's going to cost a lot of money for Nerds to develop this,

but it would be a really sick addition.

L: But yes, maybe there’s more of a problem underneath, maybe not necessarily this is the
solution, but it could also be ‘okay, so the problem is just that those templates take over, that it
just takes a lot of time’. So maybe there’s another solution that just goes faster, for example.

D1: Yes exactly, and it's also, the solution is not to work in Blocks right away, because then you
can't give feedback and stuff.

L: No okay, yes.

D1: So that's why those templates are really great, because you can easily share them with each
other, you can ask for feedback from people from different organizations, you can send it back
to RMMBR who then processes that and so and so and forth back and forth. So that part works
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has to be entered by hand, and that costs a lot of time and money which is really a waste for

everyone. It's also real work, no one likes to do it.

D2: And we now also have employees within DPG who are going to do it themselves, for

onboarding and so on, who are going to do it themselves

D1: Is also error-prone

D2: yes, exactly, there’s just a lot of room for human error.

L: When taking over in the admin panel?

D1: Yes

D2: Yes

L: Okay
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make essentials, and then really just hope that they do it that way.

L: Yes, because those workshops, or for example what RMMBR gives, after that it is clear how it
works or is it also a long way in terms of self-practice?

D1: Yes, you really have to practice after that, because it's just explained to you once and
sometimes you can practice a little bit in that workshop of [product owner RMMBR] himself, but
you can't do it right away. Say, that’s like WordPress or something. That’s always a while, you just
have to do that, you know?

L: yes, that makes sense.

D1: And that’s the case with this one, and now we do have a practice environment, so that’s nice
that it's not necessarily everything really in the back and completely polluted and all that.

L: No, okay. Then | think | know a lot and can go on yes. Unless you have something to add, or
guestions.

D2: No, I've already said my most important things.

D1: 1 hope it will be improved based on your internship report.
L: Yes, | hope so too.

[irrelevant conversation]

[conversation completion]
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B.5 Transcript Interview Loyens & Loeff - Translated

Interviewer: Laura van den Berg (L)

Interviewee: Innovation manager Loyens & Loeff (L&L)
Date: 31-05-2023

Location: Google Meet

L: yes, so today is kind of about Blocks and so about your learning platform and experience with
¢cUOc¢cY Uaeé 1ae Uag ¢U@a@yY ¢UO¢ bUax AU ¢UUAU; TaeRx iae ¢@RR ¢ O OU¢g 00
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like that actually. And that is, I think, traditionally quite traditional business that still involves a
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online, automate more, make the work easier, make the work more fun for colleagues. And

an innovation department was set up for that three years ago, and I'm part of that, as an

innovation consultant.

L: Okay, yes and then you give advice of how people, yes how that can all be better digitally.

L&L: Yes, because of course you see that yes, innovation is not yet in the DNA, it is not. Look, if
ST MiayS Gséd th%oing something a certain way, then it's easiest to stay in that pattern.
And innovation, and certainly when it comes to technology, what kind of technology can you
use, yes, that just involves outside knowledge. And so we have set up a very specialist team for
that.

L: Yes, and that's what you use Blocks for?

L&L: Yes, indeed. So what we've done is, now a year ago we said ‘boy, there’s going to be an
innovation challenge’, that's actually a kind of big hackathon with a lot of preparatory work,

in which the lawyers and the tax advisors themselves get to work on a problem that they
experience in the workplace and see how they can solve it with technology. Yes, that is of
course very nice that you have a lot of preparatory activities and that you actually do a kind of
hackathon in 3 days to ensure that you get from problem to solution. And we actually ensured
that everyone who participated in this also has at least the same level of knowledge about
innovation. And so we did that by, yes, the Innovation Experience as we call it, setting up the
learning platform, for which Blocks is the underlying system, so to speak.

atau ae geg;e@ng)sggvhat kind of courses, e-learnings do you offer on that innovation platform?

L&L: It's actually, yes one course, so to speak, does consist of multiple parts. So you're talking

about, | don’t know them all off the top of my head 1, 2, 3, but we're talking about ‘what is
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can someone contribute themselves?’. So that’s very much about ‘what is the high-over?’, ‘what

is innovation in itself?’ and how, yes what does that mean for you so that you, yes in a very

simple way all have the same knowledge about it?

L: Yes, so it's the same courses for everyone? Or are there certain people who would do it
differently?

L&L: How do you mean are there certain people who would do that differently?

L: Yes, say, for example, there are different groups of employees who all learn different things,
but everyone does the same course.

L&L: Well, of course, this was mainly focused on the innovation challenge, that hackathon. And
there has been quite a bit of change of colleagues, so at some point after the summer, after

the innovation challenge, it was handed over to me. And then we actually said ‘boy, what do

we actually want to achieve with this platform?’. Because we now have a great platform, looks
beautiful, the people who have gone through it, they are very positive, but yes, what exactly

do we want with that in the long term? So then we looked at what can such a platform bring

and how can we sell it to the people, to the people at all? And then we said ‘at least we’ll do an
internal lancring again’ so that they also bring it to the attention internally. And so we have the
idea to make a kind of copy, which we are currently working on, where students can also log in.
£ac00¢c 6@ 004 O00ceORRI UaORexD ecexPace ¢gai o0anri aa Ua eU00¢
Why? Because you see that very often work that juniors get, that's very, very repetitive. It's a lot
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of reading through, copy pasting, well, that sort of thing. And that, yes, is not the best work. So
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exactly the same platform?’ Yes, actually. Everyone goes, or at least, it is not mandatory to go
through it, but we have a platform that can now include all colleagues and new colleagues who
have just joined Loyens & Loeff, yes at least in innovation.

L: yes, okay. And what exactly is your position within, yes do you also work in the admin panel?
L&L: When tracking, you mean the Innovation Experience?
L: Yes

L&L: yes, so, what I'm saying, so after the summer there was a transfer of a number of external
colleagues who helped to set up the platform together with the then director. So now it's the
case that I'm actually responsible for making sure that the platform is just a success. So |
initially took a step back from ‘boy, not too much in the content, but what do we want to achieve
strategically with the platform at all?’, who do we need for that? So really yes, still a bit of project
management, a bit of control over what is going on. So yes, project management, it's a piece of
stakeholder management, because you just see that in large organizations a lot of people have
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more in this, we are together in the platform to adjust things. But that hasn’t really been much
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L: yes, yes okay. And do you also have an idea of how, yes, employees experience it themselves,

are they positive about it?
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relief. They really like it, colleagues really like to go through it. Especially because it’s just very
manageable. It's not particularly much text, it alternates with images, with podcasts, with videos.
So especially the dynamics of the platform they just really like. And you also see that many
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innovation. So they actually see a whole other side of where a lot of time is put into making their
lives easier, so the platform also helps a lot with that, to create a kind of awareness as well.

L: yes, okay nice. And how did you actually come to Blocks and not another, have you
considered or looked at other platforms?

L&L: Well | don't dare say that, because | wasn'’t there, so that. And | also think that few people
who were there at the time are still there at all. So that's hard to say. What | do know is that this
is a platform that stands on its own, separate from the entire curriculum and the entire, the
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really from the Tech & Innovation department. We have set that up ourselves, we also manage it
ourselves. And from Learning & Development, other platforms are used.

L: Oh yes, so you also use other platforms for real, learning itself.

L&L: Yes, in any case, I'm not entirely versed in it, of course, but at least | know that there is a
whole sharepoint environment with a whole curriculum that everyone can learn. And then it just
depends on which course you want to do, what kind of platform you actually end up on.

L: Okay, yes.
L&L: So yes, this stands on its own, so to speak.
L: Yes, and what do you think is the biggest advantage of Blocks?

L&L: Well, what | really like is that in previous work | have also developed a lot with WordPress,
so what you build websites with of course. And then you have the visual composer within
WordPress, and then you can actually create text boxes, place images, you can build an entire
website by dragging and dropping things in certain places and | got a bit of the same feeling

with Blocks, the platform. So it worked very intuitively for me, you know pretty quickly where what
is and yes, that just makes it very easy to adjust things, even if you're just starting to work with it.

L: So if you look at the admin panel, where you adjust that, there are also things that you do run
into, that you think ‘this is unclear?’

L&L: Well, what | found to be getting used to myself is, and then | have to use the right name, so
let me take the platform for a moment, I'm not in it every day at the moment. Let me see. Yes,
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so you have essentials and you have learning paths and | had to get used to what exactly was

Oaeéc RxaP e @ é@Bataratde heGindg, to be exactly in the right place where | had to adjust things. Nevertheless,

you can already click through it and then you will see it at some point. But sometimes I'm like
‘okay, | have to change a text, because it's outdated, where do | have to go again?’ That's one of
them that | sometimes thought ‘oh yes, that could somehow be a bit more intuitive | think’.

L: Yes, because you did say that it was intuitive, so what makes it that it is, say, intuitive?

L&L: Yes, so if at some point you are adjusting something yourself, it is all very self-explanatory,

that you just click on an edit button, adjust text, save it and you can immediately check whether

it is in the right way, add images. Yes, those are all things that are just pretty simple actually

in the platform. Yes, the only thing | ran into was hey, you have to know about ‘what is an

essential?’, ‘what is a learning path’? Of course, those are terms that just don't tell you much at
aeci

L: But what you do in the platform, is that mainly adjusting things, or is it also creating new
essentials?

L&L: No, | haven’'t made any new essentials yet. That will come, if of course we work more for the

Y éU0a e ¢é4sadeds aa®adjust something in the content. But what I'm saying, we’ve mainly chosen to use

the content we have now, also because there’s been a copywriter there and those texts are all
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to us. That will happen a bit more in the coming period.
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Efea}k, that | thought maybe it's easier to adjust things that are already there than to create new
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L&L: Oh how funny. Yes, yes there may be a difference, but what | say, yes for me it may
be because | have also worked a lot with WordPress that you are more at home in such a
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L: yes, maybe just experience in that.

L&L: Yes, that may be the case. Yes | thought it was at least, yes you have to know the term and
know where to go. But yes, that's always natural.

L: No, but yes is just interesting to know, yes. So you managethe admin panel together with
someone else?

fc 4B é&% .es,Atio eth?h\ﬁ/lég [rlaj’;lanae], that's a colleague of mine, also from the tech & innovation

epartrhent, $hé is alSo an flinovation consultant. And together we work in the platform. And
then we have colleagues from the communication department who support us also in thinking
about how we can at least market it and later also when we start creating content, they will also
look at how we can best write that. Also because they also have copywriters in the team, which
we can make good use of.

L: So what are the things that you work with the most, are they essentials or texts, or exports, for
example?

L&L: Well, what we do sometimes is at least look at the number of colleagues who have gone
through it. So what | use a lot myself, where | really do look a lot is at the dashboard. | think it
could be better in terms of what kind of data is shown, and perhaps how that is also shown.

But | look at that a lot, because | just want to see from boy, if we have also had a course of

an introduction day, for example, then we invite everyone to go through the platform, then

of course it is nice to see in the days after how many people have actually logged into the
platform? I'm in that a lot. So what you see a lot is that we do indeed adjust some content in
the essentials, but that's more because it just ages. Or yes, you just see that a lot of people
leave here too. If someone is on a video, that's annoying, so adjusting that kind of content, we
do, well, unfortunately regularly. So that does happen. And there’s not a whole lot of other than
that, which I'm saying, because at the moment we're just using the content that's out there. And
at some point, what we do want to do a little bit more, is that we actually add to those toolkit
items. That rather than us really adjusting the essentials. Because then you can still keep a new
content for people who have already gone through it.

L: yes, okay. And you said that the dashboard is also missing some data, what else would you
like to see there, for example?
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L&L: In the dashboard, | actually look at ‘total number of users’. What | do myself now in an that kind of stuff. Yes, then maybe we can copy that and learn from what we do here. So we also

excelle, is keep track of how many people have already joined per day. Yes, that should be very see that as a great opportunity to expand our own knowledge. And when | look further at the
easy with a graph that just shows it. How many people logged in today, logged in yesterday, platform, | think it's just really suited to what it's supposed to do for us right now.

see it per month, see it per week. | think that kind of information is very easy to retrieve, since the

platform is already linked to the data of course. For example, | see ‘total XP points’, yes of course L: yes, okay.

that doesn’'t mean anything else. That looks nice, but you want to see data because you have
to do something with it. Because you have to tell a story, make choices. And if | then see data as
total XP points and then only how many XP points are there now, then | can't really do anything

L&L: Yes, | don’'t know when you'll have to hand all this in with a bow around it, but of course
when we start working with the student platform, | might come across new things. But for now
Ucaee YeéeacY i@ Ug adbae agi ax ¢cU0@ aUOQ@ ¢cU0UaU OOaeg Ug Uae OOceORRI ¢

with that. don't often see a platform timeless in this way and | think especially now that we are a year
L: yes, no, that's not much use to you then. later. Being able to use a platform for a year with relatively the same content is fairly timeless

and that also makes, yes that is made possible by the platform in the end. That is very nice, | am
L&L: No, because it doesn't tell me. | do see that there are so many people, because | have a very happy with that. And yes, we have a lot more to get out of it. | think we've really only got the
different circle here of well that's so many people with so many points. But yes, what should tip of the iceberg. So for me, it's always an important part of how we're going to develop as a
| get out of it is the question. Well, you can see how much content there is in it, of course, so department.
¢UOcae Uac@adaeclal caaj pec % ax Ug aeOU 2440 Uac@adeaeclal ca ®@0@ U000 OaacPBac Ue 6@0RR a@0xY é0UOU ) ) ) )
content is not, on which page people drop out, on which page people stay longer or return. | L: yes, okay nice. If | do some sort of redesign or user testing later, are you still open to working on
really want to know more about how the platform is used and why certain things happen in that?

someone’s journey through the platform and we can make certain choices on that to improve
that. That is, if I look at what should such a main dashboard say, | would like to receive that kind
of information.

L&L: Oh yes, yes. Yes no, | always like it. Look, we're in the same boat in that regard, of course.
E® ORxa UOéD d4axeOcae Uad aed OanRr@OUegax Oax 6@ 040 ORedixe égai UOA
surveys, give feedback on how a tool works and we can improve it. So if there’s something | can

L: yes, okay. And with the collaboration with RMMBR and Nerds & Company, how does that go a do, another interview, a conversation or something like that or brainstorm a little bit more about
bit? Do you get a lot of help from them? how we can better put data in the platform, then obviously happy to talk about it.

LeL- i@V vaa adi AU Oaedxoy 60 U060 Yéme cOacdx ¢UQ 42aYP0¢ ca Udc ecOac@x aUcU ¢ UHos Qkay poagreat. Then I'll probably contact you again.
version. Make a copy of the platform so that students can also enter it. | really liked that from
the moment we actually wanted to work on that, that we also got the full attention on, well,
who all connected to the meetings and yes, that there was also thinking about how can we [Irrelevant conversation, conclusion]
best do that? What | see in that is that yes, on the one hand maybe that is also the case, that

is partly with us, we really want to be fast, but we also have an organization that has all kinds

of requirements, of course, when it comes to IT and things like that. And that is sometimes a

4eiiRDi 18y 0B00e=0 1a¢ Yéaee U0OED ca ax ¢U@ 4UUU0¢ 601 a4 ¢UO¢ 14a¢4 G xa@ee aac 4e¢a Uaca ¢UQ

chest and on the other hand you just want to be able to use a schedule that you have made.

“ax Y x4 4acU0@ Uaaa AAAUA Oax Agaxe ™ 7423404l ¢UO¢ ¢UU&= Ue ORxea UOaxR@x @eUORI; EUOG
useful at one point is that in the conversation about what happened with IT, we got a plate,

an architecture plate of ‘what is the situation now and what will the situation be? And I think

that helps a lot to actually do that right away. Just from day one that you say ‘boy, this is how

the architecture changes.’ Because then we could have answered a lot of questions from IT

immediately, instead of having to send a lot of e-mails back and forth from the board. So |

guess, that's more of a tip. | think a record like that is very valuable to just send right away.

Perhaps already in a proposal of so it is how we want to adapt the architecture. And yes, no, a

very nice collaboration in that respect and | also like the platform that is used to shoot tickets,

I think it works nicely, because then you also get a quick answer. And yes, that also works very

nicely actually to be able to adjust small things that way. Yes and further, what I'm saying, of

course we haven't worked together very much yet, because | just joined a little later. | haven’t

been to the whole setup of the platform, so | can't judge that myself. So | don’t know anything

about that, of course, but at least | see from the relatively short period that we’'ve worked

together, that I've worked with Nerds & Company and RMMBR, that that just works really well.

L&L: Great, well good luck processing this.

Oa

D

L: Okay, yes, nice. Do you have anything else to add in terms of things you encounter with the
admin panel or other goals?

L&L: Well the most important thing is the data that you can pull from the platform.
L: Yes

L&L: Of course | also have that together with the director, who is unfortunately gone now, we
have thought about that ‘boy, maybe we can work together in that between RMMBR, Loyens &
Loeff and a party that we also work with, who are very much on developing e-commerce as
well’. That is now on the back burner, because we just have a changing of the guard and we
just have to know internally what we want to do with it. That is just an important point for me,
because in that respect this is also a very nice opportunity for us internally to look at ‘how can
we take in that kind of user data in a safe and anonymous way, also develop and improve a
platform on it'’. And if we can do that on the innovation experience, then we can also do it with
the tooling that we develop for the real work business, so to speak. Automatic contracts and all
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C. Business Model & UCD
Canvases

C.1 Business Model Canvas Blocks - Current Situation
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C.2 Business Model Canvas Blocks - Desired Situation
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C.3 User-Centered Design Canvas Blocks
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D. Site Maps

D.1 Site Map Essentials - Focused on Self Studies
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D.2 Site Map Current Learning Paths
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D.3 Site Map Redesigned Learning Paths
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E. Preparation First Usability

Tests

E.1 Initial Usability Problems

Does this order make sense for users and is

Loyens & Loeff: "There are
essentials and there are
learning paths, and in the

Menu order L user flow / text not intuitive beginning | had to get used to  Test

clear what everyting is?
what exactly what was, to be
exactly at the right place whei
| had to adjust things"
DPG Media: "an average
employee does not know the
difference between a training,
an e-learning, which is also

) . Test

called an essential, of a learni
path. For us it is super clear,
but an employees really does
not know that."

Search bar is missing at ‘first run’, ‘enquétes’,

‘artikelen’, ‘trainingen’, ‘groepen’, ‘toolkit

Consistency !tems, |mp0rt’s ) expo.rts., e,v?ms’ , element missing / not consistent  RMMBR (about 'groepen’)

assessments’, ‘organisaties’, ‘leerpadgroepen’,

‘prestaties’, ‘homepage sections’, ‘feedback

rules’

Filters are missing at 'first run', 'toolkit items',

‘enquétes’, 'tags', 'imports', 'exports’, 'groepen’,

events’, “trainingen (Vodafo'neZ|ggo), . element missing / not consistent  RMMBR (about 'groepen’)

Data

Filter

‘assessments', 'organisaties’, 'leerpadgroepen’,
'prestaties’, ‘homepage sections', 'feedback
rules'

Data doesn't say much. There is a "total num
of users" mentioned, but for example, there is
no graph showing how many people have
logged in per day/week/month. Total XP points
also don't say much. It indicates how much
content is present in total, but it doesn't sho
which content is being read well, how the
platform is being used, etc.

Should it also be possible to filter on

features missing Loyens & Loeff + DPG Med

organization? (Not possible for DPG, for the rest element missing

itis)

Sorting

By default, the list of essentials is sorted by the
date when an essential was created. This is not
clear because the creation or modification date
is not displayed in the list. When this
information is included, it is also easier to sort
by creation or last modified date.

element missing

Test

Sorting

It is logical how you sort by title in alphabetical
order using the arrow next to 'Title', and if yo
click on it again, the order is reversed. Howe
if you click on it again after that, you would
expect the order to return to alphabetical, bu
actually switches back to sorting by date.

feature not intuitive

Test

Publish

Language

Locking

There is no overview of which essentials are
published and which ones are not. Only when
you click on "Publish" at an essential can you
see if and where it has been published.

feature

In the list of Essentials, you cannot see what

o . ) . featur
language it is in, only until you click on it. eature

If you are not in editing mode, you cannot see

. X feature
how an essential will be unlocked.

missing DPG Media Test

missing Test

Is
already
being
changed

missing

Locking

Assignment Challenge

Werkvormen' (learning activities)

Overview

Language

Essential types

Length

Beoordelingsformulier' (DPG)

Locking

Challenge

Essential types

Editing

When creating an ‘Assignment,’ it states under
‘Challenge": 'This category is not available here.'

It is unclear that it means a challenge cannot be

created under an assignment but can be cre: feature
under, for example, a self-study. Maybe the

entire 'Challenge’ tab can be removed when

creating an assignment?

The 'werkvormen' (learning activities) are not
intuitive/clear to enter. There are many rules
that you need to know by heart, such as the
number of answer options and that flipcards
must have a correct answer included (so it must
be a question).

feature

There is no overview of which essentials fall

under which learning paths feature

After checking 'standaard vergrendeld'(locked

by default), it states 'Select at least 1 of the

options below,' but it is also possible to save  feature / text
essential without checking any of the options,

resulting in it remaining locked at all times.

What is 'verplicht toegewezen' (mendatory
assigned) and how does it relate to locking?
Should it also indicate to whom it is mandatory
assigned? Is there an overview of which
essential is assigned to whom, or only per
user/group?

features

A cross at 'standaard vergrendeld' (standard

locked) is not intuitive --> a cross has negative
associations and, therefore, seems to mean { icons
itis locked. An open / closed lock item is maybe

a more logical icon.

While creating an essential, it is unclear that
have to type new info for every language. The lay-out
location of the buttons are unlogical.

Do users know the difference between self text
study, assignment, LTI, Scorm and training?
At info of an essential it does not say that ‘duur’ text
(length) is in minutes.

At DPG it says 'beoordelingsformulier' while

creating an essential, while in the menu this is text
called 'enquéte’.

‘ontgrendel met essentials’ (unlock with
essentials) --> maybe express more clearly? For
example ‘ontgrendel na afronding essentials’
(unlock after finishing essentials)

text

Unclear what a 'challenge’ is and how it differs
from a 'werkvorm'. Does a user understand text
this?

Is it logical to first choose which type of
essential you create before moving to the next
page, or is it better to first click on the general
‘create essential' button, and then go to a page
where you specify which type of essential you
are creating? It requires fewer steps for the
user, especially when they are still figuring out
the difference.

user flow

You can only modify a challenge and learning

activities whenv } § in 'editing’ mode. user flow / feature

not intuitive Test

not intuitive DPG Media Test

missing DPG Media Test

Is
already
being
changed

flaw

Is
already
being
changed

not intuitive

not intuitive

not intuitive Test

not intuitive Test

missing

not intuitive

Is
already
being
changed

not intuitive

not intuitive Test

not intuitive Test

not intuitive Test

Preparation First Usability Tests
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Werkvormen' (learning activities)

Filters

Is it clear what each 'werkvorm'(learning
activity) entails? Maybe an additional page al
‘werkvorm aanmaken' (create learning activity)

with images/examples of each learning activity®er flow / feature

Or an initial general 'create learning activity'
page where you can choose the type of learning
activity you are creating.

Does this navigation makes sense? Why are
‘publicaties’ and 'beoordelingen’ seperate pa
and are they, for example, not next to
‘werkvormen'?

You can't filter on type element

user flow / lay-out

not intuitive

not intuitive

missing

Test

Test

Locking

In the list of learning paths 'standaard
vergrendeld' (locked by default) is not present, element
while it is in the list of essentials.

missing / not consistent

Adding content

‘Markeer als getpdate’ (mark as update)
appears as if it leads to another page, similar telement / lay-out
the other buttons (only for Vodafone).

When adding content to a learning path, there
is no complete list of essentials. You can only
find an essential by searching, not by scrolling
through the list.

feature

not intuitive

not intuitive

Test

Overview

There is no clear overview of which essentials

are included in which learning paths. feature

First, it says ‘Ontgrendel opties’ (unlocking
options), which is about the entire learning
path. Below that, there is 'ontgrendel gedrag’
(unlocking behaviour), which relates to
unlocking within the learning path? What are
content groups? This is not clear.

feature / text

missing

not intuitive

Is

already
being
changed

Test

Consistency

E-learning vs Iti/scorm

Standard / Interactive Learning Path

Manage content

At ‘nawerk essentials’ (post-work essentials) the
word 'unlocked' is stated, instead of text
‘ontgrendeld’

When adding content to learning paths, there is
an essential type called 'e-learning,’ while in text
essentials, it is referred to as 'LTI' or 'Scorm.’

Why first choose between standard or
interactive and not make this choice when
making a learning path, on the next page? Then
you could still change a standard learning path
into an interactive one, or the other way

around.

user flow

After creating a standard or interactive learning
path, you cannot see whether you are making a user flow
standard or interactive one.

‘Inhoud beheren’ (managing content) could also
be on a seperate tab, just like 'werkvormen' in user flow
essentials.

When you are not in editing mode, the info

about managing content is below the rest of {

info, while this info cannot be changed when user flow
clicking on editing. For this, you need to go to

‘inhoud beheren' (managing content).

not consistent

not consistent

not intuitive

not intuitive

not intuitive / not
consistent

not intuitive

Test

Test

Test

Test

Leerpad weergeven / Inhoud beheren / Inhoud plaatsen

In creating an interactive learning path, the

navigation for placing and managing content is

unclear. Why isn't 'content plaatsen’ (place user flow
content) part of 'content beheren' (manage

content)?

not intuitive

Test

58

Interactive learning path

The image displayed in ‘content plaatsen' (place

content) cannot be changed there; it must be
done under ‘info’

user flow

not intuitive

Consistency

Uploading

Navigation

Page lay-out

When creating an essential, 'Vergrendeling'

(locking) is at a seperate tab, while in a learning

path these tabs are not present. Additionally, in

a learning path, it is referred to as 'Standaard
slot' instead of 'Standaard vergrendeld'. And
‘Verplichte opdracht’ (Mandatory assignment]
instead of 'Verplicht toegewezen' (mendatory
assigned) (are these the same?)

item at a time.

‘Map aanmaken’ (create folder) is not on a
logical place, why not inside the 'mappen’
(folders) compartment.

Is the whole lay-out of the page logical?
‘Mappen’(folders) en ‘soorten’ (types) have th
same lay-out, maybe the folders could actually
have folder icons?

[v]

user flow / text

feature

lay-out

lay-out

not intuitive

flaw

not intuitive

not intuitive

You can only upload one image / video / media

RMMBR

Search bar

It says 'zoek video' (search video) in the search

bar, but there are not only videos, also other
type of media items (PDF, images, audio etc|)

text

flaw

Is it a logical order to first choose what media
item you are creating instead of first going to
the next page after clicking 'media item
aanmaken' (create media item) and choose
there what you are creating.

user flow

not intuitive

Why going to a new page when clicking the
pencil icon?

What are the images for? If tags would also

user flow

not intuitive

Filters

with a check icon, instead of 'Verborgen'
(hidden) with a cross.

There are no options to filter on organization o
role

=

element

Preview is missing have the preview option, similar to essentials feature not intuitive
and learning paths, this would be clear.
A cross has the association that it is hidden, it
would be better if it said 'Zichtbaar' (visible) . -
icons not intuitive

missing

Assigning content

When assigning content, it would also be useful

to be able to filter by content type.

element

missing

Sorting

You can only sort by email and 'is leidinggev
(is manager), not by name, etc.

element

missing

Editing

Why not just checkboxes of 'yes' and 'not', just
like other filters (in essentials, etc.)

After creating a user, you no longer see

‘weergavenaam' (display name). Additionally
you can't change the name, email address, or
organization afterwards.

elementen

feature

not consistent

not intuitive

More self-reliant

Nerds & Company: "There's something to be
said for them being able to create their own
roles at some point and check off things like
‘okay, this one can only access that content' or
‘that one can only access published content,’
something like that. And that's something they
can't do themselves right now, something they
always need us for, and in the end, there are a
number of features we could create that would
make them more self-reliant, so they wouldn't
have to submit a support request every time
they need us to do something."

Preparation First Usability Tests
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Remove users

Profile

Assigning content

Selecting data

Published content

Users always remain in the system. "We hav
over 10,000 users, but not even that many
people work here. And that's a real
disadvantage because it clutters the data."

When you go to someone's profile, you go to
the front end. There, you can also assign
content. What is the difference with
'toewijzingen beheren' (manage assignments
the admin panel?

There is no clear overview of which content is
assigned to users. It's only when you click on a
user and go to 'toewijzingen beheren' (manage
assignments) that you can see that.

This is not a logical way to assign content. Why

create this division between ‘unassigned' and user flow / lay-out
‘assigned'? It could all be in one list or overview.

Clients cannot currently make a large selection
of the specific data they want and export it
themselves.

There is no option to export the content on the
LXP (Learning Experience Platform). "We need
that because sometimes we can't even advise
people internally on what they should learn or
what they can do on the Academy."

Being able to adjust the passing percentage for

feature

user flow

user flow

feature

feature

missing

not intuitive

not intuitive

not intuitive

missing

missing

DPG Media

Nerds & Company + DPG
Media: "It's not super useful,
because you just get a
spreadsheet with 19.000 row!
[...] I'm not a data wizard"

DPG Media

find everything.

success rate feature missing RMMBR
an end test.
Being able to perform an accessibility check on
Accessibility check the content/design according to feature missing RMMBR
standards/guidelines.
Is
. - o already
- There is no clear training calendar indicatin L ) .
Training calander : . .g - g feature missing DPG Media being
when the physical training sessions take place.
changed
Copying content from templates to Blocks is
time-consuming and costly. It is also prone to
. errors to copy everything. It would be a great L .
uploading templates " . feature missin DPG Media
P 9 P addition to somehow import the templates or 9
find a way to make the process easier and less
time-consuming.
A basic version of Blocks with less support. For
example, registering on the website, entering a
. . domain name, leaving credit card details, etc. L
Basic version Where items in the front-end have fixed features missing RMMBR + Nerds & Company
positions, and only colors, logo, and fonts are
customizable.
DPG Media: "And we have the
experience that it's too much,
which causes the user to do
nothing because they simply
can't see the forest for the
The front-end navigation is unclear for end trees. Because the navigation,
Front-end navigation users/employees, making it difficult for them to  user flow not intuitive well, there is no navigation. [.

If you search on 'data’, you g

123 search results. [...] So the

user doesn't know at all what

to click on, where to start. An

then, well, they just leave and
do nothing."

E.2 Usability Test Tasks - Translated

Original in Dutch

Record Screen
Ask to go to Blocks’ admin panel environment.

Goal: to verify whether users are indeed encountering these pain points + possibly discover new

pain points.

Thinking out loud method: commands are given to perform certain tasks in the admin panel. Say

out loud what you're thinking and what you're clicking on.

Pain points

Questions / Assignments

Menu Order: Does this order make sense to users
and is it clear what it all means?

Is it clear what all the menu items mean? Was
this clear at the beginning?

Which menu items do you use the most?

Are there certain menu items that belong
together?

To what extent do you think the order makes
sense?

Essentials / learning blocks

Do users know the difference between self-study,
assignment, LTI, Scrim, and training?

Was it immediately clear at the beginning
what the difference is between ‘self-study’,
‘assignment’ and ‘scorm’ and ‘Iti'"? Did you
already have experience with this?

Does it make sense to choose what type of
essential to create before moving on to the next

page, or to click on the general ‘create essential’
Oeéccaa 8acY cUga Uaca O adugw
what type of essential you're creating? Takes
fewer steps for the user, especially when they are
ecURR UealauU aec e00¢ cU@ x0U

Create a new ‘self studie’ called ‘user test’ with

the subtitle ‘June 20th’, with a duration of 5
minutes, without search items, survey and tags.
U A0 1aeé a@OUUI

¢ -4 iaé ¢UUabp Ug a0ObQe ®=0axed
type of essential before making it?
Udagdadgd Uai

(Do they know that other text boxes and images

ORxa a00x ca 0 RR@x Uaz2e

(next command before they save it)

When creating essentials, it's unclear that you
have to type new info for each language. The
buttons are in an illogical place.

Fill in the info for both a Dutch and an English
version.

(button logical place?)

Preparation First Usability Tests
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You can only adjust a challenge and teaching
methods when you are not in ‘editing’.

x & 8
IviAo P Z 1 ]88 uX

t]8Z §Z «p oY}v ZAZ § ]
v §Z vVveA E+ Z veA E i
T[X
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SZ]vP ]-U Z}A } C}H
JHSM

X DI Gl% & Z %8 E ]E

o t]3Z §Z Y30 Z&o0]%o
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There is no overview of which essentials have
been published and which have not. Only when

you click on ‘publish’ for an essential can you see

iffwhere it has been published.

Check where ‘This is an assignment’ is published.
(Do they use the ‘publish’ icon or click on the
assignment?)

When creating an ‘Assignment’, the ‘Challenge’
section says: ‘This category is not available here’.
Itis unclear that it means that a challenge cannot
be made with an assignment, but can be made
with a self-study, for example. Maybe the entire
‘Challenge’ tab can be removed when creating
an assignment?

Create a challenge under ‘This is an assignment’.
(do they know this can't be done?, what are they
clicking on?)

Does the navigation make sense? Why are
‘Publications’ and ‘beoordelingen’ (‘rating’)
separate pages and not next to ‘chapter items’,
for example?

» Take a look at the user survey ratings of the top
essential and then go back to the info of that
same essential.

» Do you think it makes sense that ‘publications’
and ‘ratings’ are separate pages and not, for
example, as a tab next to chapter items?

By default, the list of essentials is sorted by date
of when an essential was created. This is not

Look up the newly created tutorial. (Do they go to
the last page?)

clear, because the creation or editing date is not
included in the list. When this is included, it is also

[ v S§Z -p
YSo Z & [U v}sS ZIV(}EuU YA }voC]|
. & } easier to sort by creation or last edited date.

0 ~}38Z CIVIA 37 5§

N N
[ ]
— UX

§ £5 A ECAZ E | v 3§

Z « &)} JEE &Me

The ‘wervormen’ (‘chapter items’) are not intuitive
/ clear to enter. There are a lot of rules that you
need to know by heart, for example the number

auU Oaxeépa aacUaae Oax ¢UOg &U

must be a correct answer (so that it has to be a

Ctherendredyded thay kpowzbit Beart?

EoD OzzaelVUaagac ROABOcE O RA(Q

to indicate 1 of the answers as ‘correct’, do they
paae cU@i U0OéD caz2 »ae xUx ¢UQ

There is no overview of which essentials fall under
which learning paths.

Add the new essential (user test) to a learning
path. (Do they know that they have to go to
RRFOAaUAU a0¢cUxa &d@c20e

Learning paths

‘Manage content’ could also be done in a
separate tab, just like ‘chapter items’ is for

» See task ‘add essential to learning path’.
« Does it make sense to you that “manage

guestion) essentials. Oaac@aca Uae O age adU@?2 >»aé xagae Ug
Is it clear what each ‘werkvorm’ (‘chapter item’) « Do you know what all the teaching methods the user goes back to the previous page?)

entails? Possibly an extra page after ‘create entail? Do you all use them? Which ones do/ If you're not in editing, the info about Manage See what essentials are in the top learning path.

chapter item’ with images / examples of each don’t? Content is under the rest of the info, while you (Do they look at info or at ‘manage content’?)

OU0Oac@a Ucoaz A4 &aaec 08@0cd|-Ovhat @b4Gusdo iRyod @ot¥tdnow what a certain can't edit this content if you go to ‘edit’. To do this,

‘create chapter item’ on which you can choose chapter item entails? you need to go to ‘Manage Content'.

which chapter itemyou want to create. EOi OUaaed a2cOax0O8x ad Uacdao|iCedaté @n irdemctiv@ fearning path.

Itis unclear what a challenge is and how it differs Do you know what the difference is between a make this choice when you create a learning « Did you know the difference between standard

from a chapter item. Does a user understand challenge and a chapter item? Was this clear at path, on the next page? Then you could turn a and interactive?

this? the beginning? standard learning path into an interactive one, or ¢ -4 iaé ¢cUU&ap cUUea aadxgad adbbPae =0a

It makes sense how you sort by title in alphabetical
order by means of the arrow next to ‘Title’ and if
you click on it again the order is the other way
around. But if you click on it again after that,
you expect the order to be in alphabetical order
again, but it isn’t; Then it's back to date.

Find the assignment called ‘This is an assignment’

éUcUaec¢ ea2VaU ¢U@ 200400 003

sorting by title).

Qo

vice versa.

choose between standard and interactive,
before making?)

After clicking on it, you will no longer be able to
see whether you are creating a standard or an
interactive one.

In the list of essentials, you can't see which
language the essential is, only when you click on
it.

See what language it's made in.
¢ Would you also like to see in the list in which

language an essential is?

62

« Would you like to be able to see if you are
working on a standard or interactive learning
path while editing/viewing?

« Or do you want to switch while making it?

Preparation First Usability Tests
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You can’t change the image that is in ‘place Change the image that is listed under ‘post

content’ there, you have to do that under ‘info’? content’ F . T ran S C ri ptS F i rSt U S ab i I ity
Also, add an essential to the image. T e St S

When creating an interactive learning path, the What do you think of the navigation? Should
navigation of posting and managing content 4aR00Q Oaacvaca 0@ O =20adadbcP adbU@ ad O adac au
Uz ¢4a0R@O&; E0I Umaac 44aR00Q| H8G40EEE OG 4zBEc 42U F.1 Transcript Interview & Usability Test WBCSD -

Would you be open to participating in a user test of a new admin panel design later this year?
Interviewer: Laura van den Berg (L)

Interviewee: Director of Education WBCSD (W)
Date: 16-06-2023
Location: Microsoft Teams

L: So last time we also talked a little bit about what WBCSD is and does, but then | hadn't
recorded it. So maybe you can talk again about what WBCSD is and what your function is in it?

W: yes, it's good. Shall | just go through the questions you sent?

L: Yes, you can, that's good. Yes or maybe it is useful that | ask it, before reading back. But no,
that's good, just go through the questions.

W: Okay, and are you recording it yet?
L: Yes.

W: The WBCSD is called the World Business Council for Sustainable Development. And that is an
interest group, an association formally, set up in Switzerland, whose main goal is to transform

the business world, i.e. the business world, into a more sustainable one. So it's not about
reducing, it's not about changing or improving. Change does, but it is precisely transforming

into a business form, business form, that has a future. Research is being done, lobbying is

being carried out, solutions are being sought together. So the research is also on solutions for
business, so what does that mean? Solutions when it comes to fair reporting on greenhouse gas
emissions. CO2, methane, are the two largest gases that are absorbed in it. There are a number
of others, but they are mainly the most well-known gases that represent the largest share of
greenhouse gases. And yes, a fair report on greenhouse gas emissions for a company should

not only apply to the company itself in its own activities, but also, for example, to the entire value
chain behind it. So where the products that that company needs to function, what they emit

and what they do. Because you can't say, just like you don't get a cow for a week or so for a

day of only organic food that you say ‘that's an organic cow now’, that’s not how it works, there
are regulations attached to that and the WBCSD is committed to ensuring that the business
community has an eye for a sustainable future and also offers the possibilities, For example,

ca ORaxa daalac aec ca a0aduoOR xgabacadacae ¢UO¢ a0adUlauU Uad elc¢U xeéeaeg
c004a OaacUga Ra0a ada a4a0abdU4aU; CUO¢ Vaé@eaeclal Ui 2eaecOUadbbRT UabRae
lot in that and it is important for the WBCSD that we do that on the basis of three main areas,

and that is about climate, nature and equity, and equity actually stands more for equality, so

in that especially the people, social side of sustainability and that is often underexposed, also

by companies themselves. But that is about the use of child labour, for example, it is also about
paying the farmers who make the coffee fairly and fair trade.

» g

L: yes, so it's really much broader than just, say, environment and if so.

W: Exactly, and it's also much broader than just climate and nature, and that's where the
biggest sustainability conversation lingers right now, isn’t it? We talk very often about energy,
transport, gas emissions, and that is not necessary, that can be much more than that.

My position is director of education, director of education for digital, so all the digital education
that is produced that comes to me, in that | facilitate the way that can come on one, in the
Academy on our platform. We facilitate these training courses for our members, i.e. the 250
companies that are members of us. Those are typically an internationally leading company
within a sector, so think of Shell within the oil industry, energy industry, is a member with us. And
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when you talk about technology and you think of companies like Meta, Google, Microsoft, they L: Okay, | think that was kind of what Blocks is used for.
are members with us. If you think about rubber production, the biggest rubber production in the

world are the tire companies, Continental and Goodyear, and they are members with us. And so W: Yes, yes, the main goal is that we can present our content to many different members at the

on, thinking of petrochemicals, concrete and cement companies, mining companies. So not the same time. To clarify, our 250 members do represent a workforce of 19 million people, just as

most delicious companies when you think of sustainability, but companies that are working on many as live in the Netherlands. That's our plan, that's our, my customers, that's a big mark on

what their impact is and what that will mean in the future. this world. They also represent 20% of all greenhouse gas emissions worldwide. So only our 250 o )
agdalOPae cal@¢UQPa a03ad0ee@agc O UcgU aU ¢UP ca¢OR Uagwalaeed UOxe dala

L: Yes of course, enormous.

W: Some companies are already internationally leading when it comes to sustainability, they L: yes, that's a huge impact they have.

have been working on it for a long time. Other of our members are still discovering it and want to o

learn from competitors, think it is a terrible word competitors, but well, from competitors within W: Yes, so that's why our mission to, suppose we have a target that all those members together

their sector, but also learn from other sectors and they can do that at the WBCSD. So we also halve their greenhouse gas emissions by 2030, which means that we can see a 10% reduction in

offer a platform that Shell can partner with one of its biggest competitors Petronas, or adnoc greenhouse gas emissions worldwide. Well, that would be phenomenal. It's not nearly enough,

from Abu Dhabi. That those neighbors can work together to learn what they can do about the but it's already very, very good. And that is, there is no organization in the world that can really

energy transition, because there are a lot of opportunities there. say that literally and have it as its objective. Because there is no one organization in the world o A
¢cUO¢ UOae Oa4dacdal ad Ua egdaOQ aégda 2eOU O ROAUY =2U0O&Y aU Vagwgalae=gd

L: Yes of gives a scope to how important the work that we're trying to put down is.

W- 128 ge0aarR@yY 40 4aUA4U UixaaU@ay ca 34axe0@ UixdaUuga Uad Uixdauga 00&aaeyY ¢U0cae O égRi MY Uax@@xY x@ aU¢@Rij pgd00exw® ¢cU0ad 04w O Rag aU 404a4RDY &4 a- a
point. And invest more in sustainable energy solutions and how to apply them. So there’s quite a What kind of employees actually use Blocks mainly, or say that learning platform?

bit to do there. ) ] o
W: very good question, because not everyone needs a learning platform from an organization

L: Yes that comes from Switzerland to tell how sustainability works. No, so we mainly focus on the
people in the business world, so think about a company and then you think yes, which people
really work in business? Which people work in the company functions? Then you don't talk
about factory workers, transportation workers, agriculture. So you're really talking about
people who have access to A, the resources to run a business. So that’s very important with

W: We want to serve our members by being able to offer education. We often do this in person,
so we really train via webinars or in a local port room and, since we want to do that on a larger

scale, we now have a Blocks LXP to realize that. That's why we have that. In terms of form, we
offer quite a variety of courses. It's only four products, but | have to say something about that, a digital platform, that they have a laptop or phone, so people with resources. Then you talk

but it's much more than that. A course with us lasts three and a half hours, consisting of four about the people who are often in administrative or company-related positions. So then you

modules. Another consists of only one module, but it still takes four and a half hours. And it has cORP OOaec »AY 2O0RBaeY aaabdeadadacyY adad@yY ORR ¢cU@ Oxalaleaecadclaa
a huge amount of video content, so they seem like small products, but they're pretty hefty units those are the functions that we focus on and of course that includes the point that we focus

when you think about how e-learning works. If you assume a standard of a maximum of one on creating courses in English with a certain language use. The language is for someone who

module half an hour to three quarters of an hour, then a 4.5-hour course actually represents has already done business studies, i.e. someone who has done a bachelor's degree in business

something like 9 or 10 modules, or shorter courses, that are in it. management. Because then we kind of know what the starting point should be from what we,

yes, what we can base our story on and then we don’t have to explain everything like, as soon as

. . . I "
L: Yes, and that is the same for all companies, those courses, or are there still different ones* you use the word ‘revenue’, that you have to explain that that's revenue. “Where do they come

W: No, they are, it's about, because it's about, for example. That longest course, which is from? Yes, that's what the company generates to’. No, we don't feel like it, then you have to go

OBaec Uaé@ecad 0xraeecddadodyY ea c00cae a0ORRI Uad 40a4R0 Ua cU0@ adadlOR eaarx ela O awsywa [adhack Lupgpal is to reach the people, and we call that the ‘business professionals’

sustainable investments. To explain what to look out for. So, how do you know if an investment who work within our large members and who therefore A, often speak better English, B, have

is sustainable or not? What should you look at? What exactly are the types of reports that access to the resources to do that digital training via smartphone or tablet or laptop, and who ) )
are issued? What should you get out of it to see if an investment is sustainable? So that 040 ORxa adadw aUg¢wa Ua O daeUclUaa eUgagd ¢UBI O0a geégdac aadd Ua egaldyd
UaéDaecad Oxexeeddadd Oacdaed U0ae O cU0ad ¢cU00¢ Uae a0ROcOx ca ¢cU@ adadUoOR eaarxy Oec hispestan. thatig the target group and that is very important that we distinguish it from the

the investment side. And that’s a course that’s not tailored for our members, but that’s really other employees.

Uaxgaega_| aea(z?ou O Oax &a 0dag OBR aea a_c;UQa Cacdmepmi £a& cUQaPaz aa ¢OURAAUAU T1D¢Y gquyaesaeaﬁ(d%oyou nowa?tﬁgbltabouthowtheyuse|tand if they like it and stuff?
an option, we just don’t have the capacity there. Perhaps sometime in the future, but now the

main thing is to ensure that we can increase the supply, so that is the approach. W: A little bit, we're still relatively early in adopting the platform. We went live on May 4th. We

now have just over 770 users, of which 250 are our own employees. We have also already

L: yes, okay received some feedback, feedback about user experience is actually mainly positive, so pure
W: In addition, we also offer companies the opportunity to do a self-check. That's basically a test user experience is positive. There are occasionally some problems that we run into, for example,
Uad =04alas agadgie aU 04 aa004aUiOcUaaY =4 ¢0Q ®@alad a0adUOR a0adUPa= eUc0U4 Oa ¥ROPBEUAY Q0P B ¢00¢ ¢UP Oaa daOclUaa gaOUR eUcU eVUUOU ¢UBI 0&4B0¢ED
to be able to vet how far their business has progressed, a net zero journey, so how far along are dac Oaag cUaaelU ¢cUg ageOBRR au ¢cUPUA galUBe; CUZ @ aOUR 20a¢U0QD au
they with their journey to a company that is fully balanced. And that is a questionnaire from 0&ag OUU Oaaadalgd=Y ¢Ugag O0ag OReOx= aU agelORBae Ua ¢UDA&d ca daac@dO¢
e0U0O0 O 6acOUVa RPOAaAUAU a00OPOUD aeéei 4ax x@adaxUaU aa 1aed VaaecY ¢UO0¢ RPOA4aUAU a®0RETEES @ then an email comes from a learn@whbcsd.org just doesn't get through. The
changes to the levels you indicate. And that is a completely different tool than, for example, a only solution we have then is we use an alternative email address and then people often use a
course, that is really a measurement tool to see how far you really are. gmail or something, and that gives us some, yes some respite and then they can at least log in.
But that's more common, so the biggest problem I've seen so far and that's really an obstacle
L: But that’s also in Blocks? that we're facing is that those emails just don’t get through, because it's not recognized as
o being safe and reliable. But yes, that's how mail works nowadays, would change sometimes. In
W: yes, that's built into Blocks as well. terms of the platform itself, there are absolutely no user problems. It is said that user experience
L: Okay, yes to run smoothly through the entire course can still be improved. Well we know, we know that
' improvements are possible and needed, so that will come. The platform at the moment is often
W: And that's very different from the 4.5-hour video course on investor assurence, but also used now to give people one course and then stop again, so they don’t keep looking for other
equally important. materials. This is also because we still have a limited amount of materials. So | think that makes

sense, that people really come to do one thing, and then leave. For one of the courses, which is
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then complete that entire module. yes, well that, then they get an idea of what the whole course
is about, but then they actually only do 20, 25 percent of the total content of that course. So we
see that a little bit too. Well that's kind of how the users look at it now.

L: No okay, yes nice. Because you also said that you already had something of an e-learning
platform

W: That was a Moodle platform, and there the user experience is just totally dramatic, you have

W: Okay, we were talking about, yes, the user-friendliness. | certainly think that there is still a
good way for users to move more smoothly from learning activity to learning activity. It is still
quite a system of you do a learning block and then you have to go back to the menu and then
you have to click on the next learning block. And actually you already want to know from here
are the following lesson blocks for you, this is your next one. That you can continue immediately.
A bit like many websites, something as simple as what you see on Bol.com. You click on, | know
a lot, shoehorns and it says at the bottom of your page ‘these are other products that people

ca OBRUOP j© cUage OQUaaw iae OOa aOBRI UGc Uaca OaiclUAal; igdeY ¢00¢ UBBRe O OUg BU':’\Qncha'o:‘ﬁulf’%eiﬁ/@qet%s‘é{meproductalsowantedtosee’andthenyouseerelatedproductsor

operating system combined with a website from 2001, you know. So it just doesn’t work well.
L: And that's why you switched to Blocks?

W: Well that, and Moodle does have the advantage, you can buy a lot of plugins, you can do a
lot of things with Moodle. If you want to add a payment portal, you buy a plugin and you have

a payment portal. It is not very user-friendly when you think of responsiveness. There’s a lot of
things you can’t do. You actually have to build and import everything in scorm. Yes, it's just not
a very nice user experience. | think at some point as user experience that becomes a turn-off
for people to continue, yes then it's a problem. Then it is a problem for the person who manages
the platform, because yes, then people walk away. The same as people running away from your

you see accessories. And that is the user-friendliness to immediately move on to other products

or related products. That is something that is very much missing. And you see that on several

levels. In the admin portal it's the same, for example, if you're adding chapter items within a

learning block, if you're really adding the interactions themselves, the blocks, with content and

iae Oxx a4a@Y iacada@ O00OP aa ¢U@ &e=e¢ aaeY ¢U@ Udaac agae O0Oaec ¢UO¢ R
no longer in the chapter items menu, you're back in the main menu, so then you have to go to

the chapter items page and then you have to add another one. That's not very intuitive as an

administrator. Hey, you're busy adding content, content, but you're actually constantly working

like ‘you're adding something’, plop, you're back to menu 1, you have to go back to menu 4, and

add something there, plop, you're back in menu 1. Yes, that will drive you crazy. And that's the

404¢i 0000e=ew ¢cU@I OOaac ax ¢U@ ¢calUBRB@c¢Y ¢U@I éaaac Gaaw 00OP; CUOcaae PUax al Ug O axsame withehgllenge questions, and that's the same with, you know, in all those areas, you as a

get anywhere with that, so you have to make it easy for the users and make it run smoothly
as much as possible. Yes, nowadays people just expect your software to be well put together.
And that's nowhere near the case. | myself recently did a Moodle course from Cambridge, and
Cambridge is one of the competing platforms. Although we don't really speak of competition,

user are brought back to a main menu over and over again. And that's because something is
automatically saved, but actually you wish you could move on right away.

L: Yes, no, indeed.

?éﬂéiééfé é_Qé,ggOOUAgaenaeéAaegOUéf)()UBU“gi 05589 Coga 4o éU‘?AU,,éa?p,_éé“O Béé}] QUAéAQ’i Heg ae,,éoﬂ@?@émé‘sgg’resomepfthe points that | would like to give the 60% of, if | had to give the grade,
Ue O RYOxUaU Oaadalaily ¢cUGI xa O Bag Ua ¢UP O@Rx aU seeaecOUAO0OUBUcH) CUZI UOeD cUBUA aféald& s 46 S Ymprovement there.

Cambridge Institute for Sustainable Leadership, CISL, which also do e-learning. And then you do
an e-learning and then it's a Moodle platform. Well then it is still quite nicely designed, but yes,
you have to look everywhere. There is also a lot in the content itself, the guidance is for the UX, so
at the bottom of the last line it says ‘click on the arrow now to continue’, because there are two
arrows and then there is a ‘next’ and a next chapter, so you have far too many options in terms

of UX to let yourself be forwarded. And that's not good at all, instead of having one nice button of
‘click here to continue’, that's kind of what people need or expect. Then at some point you start
scrolling on a screen while there is nothing to scroll, so if, that is also something | notice myself,

if the text of the course has to contain instructions on how to operate the platform then you are

not doing well, then something is not right. And that's common with Moodle all the time.

L: Just not as intuitive then.
W: No, far from it.

L: yes, and what about the Blocks admin panel, so is that better than that, but are there things
you run into?

W: yes, that's better, that's much better. | would estimate such a Moodle platform or
effectiveness or UX friendliness at 20% and at the moment Blocks platform we use | would bet at
about 60%. So it's much better, you can take it to the next school year, but you don’t get a hug
from your mother for it.

[connection lost]

L: Is he doing it again?

W- Al éU &4a&da@x aecgj
L: Oh, okay

W: But completely, so I've gone to my hotspot now. Very strange, everything went away. Power
failure seemed to be on, because my screen also went out.

L: Oh, how crazy
W: Then of course the router also turns off and then you don't have WiFi.
L: Yes

W: Can you hear me correctly?
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great. And anyway about the admin panel by the way, you manage it, is that with a lot of people
together or who mainly does that?

W: Mainly an intern and myself, so there are two of us and in addition we are within a number

of teams within WBCSD, we are also teaching other people how to deal with the admin portal.

Fortunately, that’s intuitive enough that | don’t have to give much explanation. | also choose

¢cUp a0aar® é0a UOé@ O OUg aU 04 OU aUc¢i eUc¢U Ugj vsaa ¢UUA&APUAU aU O Oan
so | can calmly say, [name]. [Name] is a bit digibite and she can’t do a password reset for her

own account, she just can’t. So yes, at some point I'm like, that's not someone | have to show

the admin portal and see how to edit content, because that’s not going well. It makes him very

ap8éacei £a % ORxea OVaaxed 4044R0 é0a UOéD O OU¢ aU 04 OU aUc¢i eUc¢U ¢l
them, it's not really a training, | instruct them about the structure, the mindset of ‘how do you put

courses on the platform?’ are called with us which, essentials are called module and learning

blocks learning blocks fortunately. So the concept of you have a course, a course consists of

multiple essentials, an essential has multiple learning blocks. That that principle can kind of sink

in with someone that they think ‘oh yes, okay”. And that they also understand how segments

work within an essential, that in this way you can properly structure and organize the learning

blocks. Well as soon as someone realizes that and also the way in which content is added within

O RPOAAUAU ORAOPY ¢U00¢ ¢cUB&T Ue OOx2UOORRT O 2UBRR ¢cUBABY iae daxg C
the content. As long as someone has heard that once, they get it, they think ‘oh yes, yes’. Then

they also know ‘oh, I'm back in the menu of the peel and | have to go back to the content’. Just

like an orange, orange beautiful peel, and that should all be neat and in order, but really what

matters is what is in it and that should be nice and juicy. And that has to be together. And once

iae Uedd ¢UO0¢ aeécY Ucaeae d40@0c¢ci UadceUcUéd

L: yes, okay.
W: But that does require an introduction.
L- 1@eY x@ aUc¢@Ri

W: And what also plays into that, | think, is that within the Blocks platform itself there is no
instruction, there is no explanation, not like, there is no onboarding principle where you are the
deec clagd ¢e@é& 0RPa ¢cUAaeUU O ca0YB0Ocadi aU ¢UQ xiecda ¢cUOc 1ae GéEaR
systems from ‘doing a tour, we show you the functionality’, that they just ‘click on this, do that
is, do that is’. For example, look at how Synthesia does an onboarding. And they script the same
thing. They let you do something like onboarding about the software you want to use. And
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furthermore, there is no help function or search function, so you can’t really look it up. There’s L- i@ei ApOij ¢ &esec ¥ 60a Yéac ¢cORPUAU ODaec ¢cUQY agae Ucee@RUY % ¢cOUA
4a a04aelORY cUg&agaese 4aY iae bpadaeyY cUgagaese 44 UeUx04a0@ Uad O ead8d Ua ¢cU@ Oxala aaacOR eyérything éntafds?
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how should | do this again, or how should | do that again? And yes, that's right, of course that wry

has nothing to do with intuitiveness, but it's what people are looking for, people are also looking . N . o
Uaay igeY eUBA0 004 v ax UBRA A4V 14e baae] 604 Oc cUB caa al 1484 c@Oam agae cOgag baNLES (5t the same at the beginning or did you need a lot of explanation

heading with help. W: Oh this one is new by the way. It's new, so | don’t know everything. Feedback rules | don’t know
L: yes, just kind of a backup, from suppose it was completely intuitive, if you still don’t understand what that is.

something, you can still go to your manual or frequently asked questions or something. L: Okay

W: Yes, and we did add the feature for our users with a feedback button, where a user can W: Actually yes, there are still things | did, at one point homepage sections were created as part
ask for support and where a screenshot is also taken of the menu they are in. And we also of the net zero self-assessment test. A test has been done for that. That was built up as part of
recommend that in a number of places, that they can always use that function to contact us if, that and | didn’t know it was put live at the time, so all of a sudden there was a section and |

for example, there is a problem with the content or if there is a problem with the platform itself. didn’t know what we could do with that, but in 5 minutes of explanation | did, yes, we really made
And that is missing in the admin portal itself. Administrator who needs to know a little bit himself good use of that. And it's now a very important part of how we deliver and present content in the
Oax Uea@ Ug aeci CULAD Uexe adeUgag iae 004 Raab Ug ed aa ax aegj academy homepage. For the rest, everything was clear. The use of tags is still not done very well
L: And do you often ask Nerds & Company if you really don’t know things, do they also offer a lot thgg;kt'ol rtnh;nk we can be a bit better at that and training is not used as much yet, but the rest is

of support in that area?

. . L: Ok nd which on he most?
W: Yes, of course we have ours, we have contact via Basecamp, where | can ask questions Okay, and which one do you use the most

about use, but also check whether something is functioning properly. What may seem like a bug W: Well, of course the learning blocks. There are hundreds of learning blocks on the production
to me may not be it at all. An example of this is | was stuck to change something in a learning environment, the modules of course, we have slowly started the surveys to put them into use,
block or a colleague wanted to change something in a learning block and that didn’t work, she to add to the learning blocks that we get feedback on certain courses. Media itself, yes | never
was stuck in it. | thought it was a bug, it wasn't. It was because that learning, learning block was actually go into the media folder this way, | always do it directly when I'm in a learning block.
made by someone from the RMMBR team and put in another organization. But an admin from Occasionally | go into this to remove things. If for example in there, well you will just see. If a

that organization is not allowed or cannot just change that learning block. Only the superadmin media item is in use, then the trash can icon is gray, if it is not in use, it is red. And we sometimes
is allowed to do that. So yes, that was a rights issue, what user rights does this person have. So o have that we are logking for what something then, what a piece of media really looks like in a
¢UO¢ 60 x@ aUc@RI dac O a0¢cPad aU ®aadcUUAU aac xalau Ug a4aaganiy Ucae Yeeme 10 O &¢daMe and theh PdR&AHange my mind, oh no that doesn't look like it. And then | have to make
a question | sometimes run into. Then | think something goes wrong, but it wasn't. It was just a some adjustments and I'm put back. So then at some point you have three or four variants of
rule I didn’t know existed. the same picture in there. So | go very occasionally into that media folder to just delete things

instead of going this way to add new media items. Here it applies to all media items that exist
at the moment, that it is only possible to add images one at a time. And that is something that
would be nice if that could be done in bulk, that you can put all the images for a course in a
W: yes, so I'll write that in Basecamp of this and this is the problem, | didn’t know it was about folder at once. That one by one that is, that takes a lot of time.

2?8 4U0U0U0ceeY Oéc ¢c0Ua O4ax ¢cUUx U ¢cUD daadbRrRgayY 60 xadac UBc Uaca UcY Uaé Uae ¢cUUe
when the solution is there. Now | get back in response, ah user rights. Well then | can make that

person superadmin, they make the adjustment and | take away those superadmin rights again.

L: Yes, then there is also a piece of feedback missing that does not say why it is not possible, for
example.

I 2 -] b s A A
€ I_g ?es,péﬁd Fh?e‘f\mg (a)(? o%grao'f:menu, do you think that makes sense or would you rather, for
example, create learning blocks and modules, a certain order in it?

W: | really like the fact that the dashboard is at the top. | also like the fact that the users are at

the bottom, the groups, users, import, export. Again, | don't really know what feedback rules are
yet, sounds like laughter. I'll see what. Oh, that's where the feedback, okay, | already know. That's
where this feedback goes, so where it's sent. And depending on where you are within a learning

L: yes, okay. | also have a piece so really user test with working in the platform. | actually wrote
down some tasks. | can actually only do that in the test environment, | think you can, can you
also go in there?

W: Yes block, you can have that feedback sent elsewhere. That's it.

L: Would you like to go there and then maybe share your screen? L: Ohyes, yes.

W: Yes. Yes, there we are. W: Okay, | getit. So | know what feedback rules are. Furthermore, | honestly see here, | see from
tags, | also think feedback rules should go up a bit, from tags to resources | don't really see any

L: yes, okay, then I'll see if | can record this as well. | assume that if | record this that it will also be order in them. | don't really see how that’s structured.

the screen, that | can see it again later.
L: No

W: Yes A ..
W: | would put organizations atthe top, | éaéRx de¢ ¢UPa eaxwd ¢U@® aau0avib¢glaaaeyY i%eae Y

L: Well nice little tricky. | might do everything related to content under a submenu. So you have tags here,

o ) ) ) there are tags underneath again, | don’t understand very well. Then why do we have two things

W: So I was in this, I'm logged in, and I'm here now, in the admin. for tags.

L: yes, and this is the test environment, or is this your admin? L: Yes, no indeed

W: This is acceptance, so the test environment, not the production environment. W: Then there’s one menu in a submenu, so that's the same if you put something in a plastic

bag and then you put it in a plastic bag, then it's either very dirty or you've used a plastic

bag too much. And in the groups, yes in our production environment we have multiple types
W: Our production environment is now called academy.wbcsd.org, and now we are in of groups, we have smart groups and manual groups, so in groups we do have a submenu.
acceptance. So if you look at everything you need for content, which is your media tags, your media, your
courses, your modules, your surveys, your learning blocks, additional materials, your training,

L: yes, okay. No, that's good.
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assessments, resources, you could basically do that under a submenu, because that's all
content.

L: Yes

W: And then there’s your homepage sections, your organizations, and everything for your users,
and that's what isn't content.

L: Yes, no indeed

W: So | do see some logic in splitting that off. But there’s not so much in that menu that I'm

e-learning, who do not understand that there is such a thing as a multiple select or multiple
correct answers. They just don't have that in mind. People think of true/false, true/false, multiple
choice and maybe open text questions, but beyond that, creativity doesn’t reach. If | create this
question now and | want to add another question, | think, | want to go back to the questions, but
when | go back | will come back to the Info menu.

L: Yes

W: And then I'm not in my challenge questions. That's something kind of wrestling. So no, no
questions asking me about the challenge.

Ugoalau OOCaec Ug aae =a % O00aag ax OaiclUAaU| %¢ Ue ®cUBR 40ROcUEDRI OBRBOA; neég GUUE‘IE’@I@aV %Hlf?é{i@& what | thought was crazy, | don’t know if you thought that too, now you

intuitiveness, | now have to scroll to see the whole menu.

L: Yes. No, okay, I've already made a whole list of both pain points that | encountered myself
and also based on other interviews. But it's going to be a bit much to do everything, so | really
wanted to focus on the learning blocks indeed.

W: Yes
L: So maybe you could go there for a while?
W: yes

L: So there is a difference between self-study, assignment and scorm, did you know what the
difference was at the beginning?

W: yes, that's mainly because | worked at RMMBR, we have, yes of course you have mainly
the tutorial types. And we also have a scorm learning block on our platform. Assignments

are almost not used. And | also think that's a bit vague why. Yes, why is an assignment still in
between, because if it is not used, what do we need it for? Is it still functional or should it not be
called an assignment or do we understand the application? That'’s kind of the question.

L: No, okay. And would you like to create a tutorial?

W: Yes

L: Just do something about title user test and then subtitle June 16 or so.

W- 18V O0ax acURR U0éD 22a0d0OU O ¢@éc Ua Ug?
L: No, not necessarily.

W: Well it's there.

L- iGeyY % 60ae ORxea OUGOPUAU ca 2@ UU 1aeé page gédaicOUAaU UOx

W: Yes
L: And would you also like to create a multiple choice challenge?
W: Yes

L: Yes, do you know the difference, what is the difference between a multiple choice and multiple
response?

W: Yes, so either it's one correct answer, and then a user, if there’s more than one correct
answer, they can check either one or the other. Basically there is one correct answer and the rest
is bogus and with multiple select then you can have multiple correct answers and then they all
have to be checked by the user to have the answer correct.

L: And was this clear at the beginning, you kind of learned all that by doing or?
W: Did you see that? | immediately went off the
L: oh yes

W: We’'re doing one more, I'm doing multiple response now. Well, that was clear to me. I've
worked with these types of products a lot before, so | immediately understand the difference.
But | have to say, | have often heard that it is not equally clear to everyone. But that is normal,
because people who are not used to working with these types of products or working with
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can adjust those challenges, but if you click edit, so you're really into editing, you can't edit it, is
that something you?

W: yes, that's right, if you're in the edit of the shell, put it, of info, then you can’t edit anything in
challenge or chapter items, and that really confuses people. When | go out of there | think I'm
going out of the edit menu, but then I'm back in here. Then | have to search for my user test
again. And indeed, if I'm in it and I'm not editing, | can edit challenge and chapter items. And
again in editing | can adjust my locking.

L: Yes

W: So basically these two menus are all via Edit and then | have to hit save there if | want to
continue. And these two menus are when I'm not editing.

L: yes, no, | thought that was a bit crazy myself.

W: Yes, that's right. And so that you're in that edit function and you’re doing something and you
don’t want to save that and you go out, you're like ‘no, | don’t want to click save’ and you go out,
you’re completely out of your learning block.

L: So sort of, actually kind of cancel would make more sense.
W: Yes, so either save or cancel, one of the two.
L: yes, okay.

W: But don't save, so either what you don’t want to do, so what you don’t want to save, you have
to save now, because the only option is save. Or you will be kicked out again, then you will be
sent back. And those are the points that | really think are the big improvements right now in the
platform. That is the case almost everywhere, that is the case with almost every point.

L- ApOij "ax a0i0@ 1ae 00a 0agbcw OaaclUga UVa00O4ax?2
00 RR@x UaYy Oeéc iae paaeée ¢cUObg;
W: Yes. Flip. Let's see, no. Well there they are. The same applies here, | have now created a
chapter item, | actually want to go back to my chapter item menu to create another chapter
UcgayY Oéc ¢UO¢ Uee dac daeaU0RBY % O0a UaagxU0OcoRi OOOP aa Uala; cUga
and only then can | add another chapter item.

L: yes, okay. And those kinds of rules that one has to be correct, are there a lot of things you need
to know by heart? Which aren’t necessarily clear?

W: Well, yes, look | see it that way. Now it says if it’s just for information, so you want to give

¢cUP ¢eda& ¢U® adcUaa aU Upag O0aw Uaed OO0&xae Uaa iaeyY Yéaee U& ¢Uga UU I
éUcU cUgay ¢cUga ¢cU alalaea iae UOé@ ca Ua Ueej Aa 80U¢j CUO¢ xagedacg &
UalaaaldcUaa aaRriy ¢U@a ¢UQ exd8 ®UaeRx U0eéw ¢U@ UerRR OUAUOY aag ¢ca U

should be completely open. If it's not just information, so ask you use it as a test question to test
knowledge, then you should say which of these four pictures is blue. Then the question is about
the image because that is visible.

L: Yes

W: That's your UX, that's visible, which of these four pictures shows a building? Well that one.
Then you have to put it there in your text then say ‘congratulations, this is the good picture’ and
that is the only correct one. That's how you should work. But that's not very clear to me from this
no and that's exactly the point of, there’s no instruction on certain elements where you really
need a little extra explanation.
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L: Yes W: Good

W- "ax %aé@ Oxx@x ¢U@ae@ Ua00axe 20éBa0R cUagaeyY Oe¢ ¥ ¢e@ ¢Uda de40RI UaUaaadcUeéoriNdyes) Sodlidyoakaow that the difference was that you can't create a challenge with an
also quite fun as an image multiple choice. assignment and with a learning block you can, or with a self-study?

L: And of the other forms of work, is it clear there, or chapters, is it clear there, or at the beginning W: No
already clear what everything entails, or is it perhaps useful to have some kind of extra page in

between or something, or with some kind of images of what everything entails or something? L: Okay. yes, | thought that was vague that it was, so | was wondering if you knew.

W: yes, look I've done it as a test now huh. Now | have the correct answer, because it says W: Very good.
‘correct answer’ above. But | don’t know that that feedback is there at all. Oh this is also new,
which is dark blue background here. No, it's not all self-evident. So in that too | would say, for
the chapters items; There is really still a bit missing the manual, the explanation, an I's in which ) the user ovs.
BaUG | Oacax BeaROUAz 600C 1ae UOED ca xaj 2aBOUORRI éUcl cU@ ®RUxBaz cU0Oc Use UazaobUeyse guyey
Uageedacee ¢cUO¢ Uee UadadcOacY eUcU ¢U Ua0O0&xe ¢UO¢ Uee UadadcOaci CUQ adec Uee aa@ggr\,\m%@%w@gg@sanaXY
Oéc¢c OZacOUAaRI ¢cUP aaa® OaaanrR@deé =mceUUj EUO¢ ¥4 OResed ax eéaUaadcead g@ Uz ¢UO¢ éUcU Uab0axeeVY UAa4

L: Okay. Now about reviews or the surveys. Can you go to the top learning block again, I think
that's it. Just in the list of learning blocks, yes ‘a warm welcome’. And that's where the students

peOasarR@Y 1ae OOaag Yeeeg U0OED ¢cUACD UabObaxaj L: And then go back to that same tutorial.

L: Oh, it's always four? W: yes, so there’s nothing else to see really.

W: That it should always be four, it's always four. And | think that's a shame. L: Yes, no, if you go back to ‘a warm welcome'?

L: yes, okay. And also the difference between challenge and chapters, was that already clear or W: Yes. Oh huh? | was in learning blocks, | went to ‘a warm welcome’.

is that also something that you actually want a kind of manual of or would be useful of? ] )
L: no okay, that was kind of the point.

W: Yes, if 'm honest, it doesn’t make sense to me that challenge is about the kind of challenge

questions that also come in a knowledge check. Because it is one thing that they are challenge W: 1 go to the user surveys. And then | go back to this and all of a sudden I'm in surveys, do you

guestions that come in a challenge, but you can also use these questions in the knowledge see that?

check. They are als,o taken from it. So it might as well say 1, 2, 3, 4 for me_, but | don’t look at L: Yes. No, that was indeed what | saw a bit

the word ‘challenge’. Because here is new challenge or knowledge check item. So the whole

architecture of how that was conceived that that heading is called ‘challenge’ instead of W: Huh, that’s crazy. Yes, tell.

‘knowledge check / challenge’, that seems more logical to me. And B, that this has to do with

separate questions that are linked to the learning block. Yes, no, | don't think it's very clear. It just L: Okay, but other than that, there’s not necessarily anything here, it was indeed about the
so happens that | work with the system, so | know how it works, but in my explanation to third navigation here being bad. So | was wondering if you knew that and how you can easily get
parties | notice that it is more often something they have to think about. That they really put back to that learning block indeed.

substantive questions in the content in the chapter items and that those challenge questions
are used outside the learning block itself. And those are more the, yes, the test questions that
are used externally. That's not very clear.

W: yes, | have that question a lot. And especially with several, look when | look for, if | have to look
for the survey that is in a learning block of, for example, ‘climate scenario tool training’, then |
know that there are all learning blocks in here. But | don’t remember exactly where that survey

L: No, okay. is. So then | have to go to surveys, then | have to go to ‘climate scenario tool training’. And | think
that's this one, by the way, feedback in 30 seconds. And then | see that there is quite a bit of

W: The same applies, by the way, what | can take into account right away, for the locking and feedback in this. It's really nice, by the way, that people are actually doing that. Only, | want it,

mandatory assigned and all those regulations, including publication, that really needs an S A . this is actually what I'm looking for.

pear0albclaay 0000¢eaxed % x@ aUc@RI @@ ¢UO¢ UalaU édaal OUOU4 Ua ¢cU@ Ueceddi Ed ORexea UOx O Racg aUu

conversations about that, a lot of questions about it, what the settings should be, and how to L: Yes

publish something to make sure that content is displayed or not displayed to the right audience

in the right way. We really put a lot of time into that to understand all that. W: | want to see this. | think this is much more important than, yes, seeing when it was done by

whom. Pretty nice to see.

L: Okay. Can you go back to the list of all learning blocks? Let's see, there is an assignment

somewhere called ‘assignment test’, can you search for it, but without using the search bar or
Re@aY 2a O00¢ceORRI Oi eaadclau:2

L: Yes. Okay, and maybe go back to ‘a warm welcome’ learning block? For example, now you
have that menu item, you now have that ‘info’, ‘locking’, ‘challenge’ and stuff, and above that
‘publication’ and ‘user surveys’. Do you think that makes sense that, for example, ‘publications’

W: Assignment test, is it called? and ‘user surveys’ are separate pages and the rest are separate from those tab pages?

L: Yes. Can you see where it was published? W: Um, | think publications are important, that's really a separate piece, you don’t want to do
that wrong. So that you actually look at that separately. | don’t know about user surveys. It is, of

W: Yes course, a meta piece. It's not, | see this as this is about the learning block, and this is something

U U ) . tht fo.that Jearning block, so that's not ily related to * lcome'.
L- pg00eéaxed iae ¢2eORRI éae@ ¢UO¢ UOAa4d U4 ¢UB RUa¢ Uge@RU 84 Oi adesec¢ ORUOPUAU aa Ug Oa><t‘sfjl pér%te?f%i? OL} %éearnlngboc so that's not necessarily related to ‘a warm welcome

W: In the learning Qlock. Yes, it depends a bit. | think with modules | just go directly here. With B B ] o ) ) ,

RPO4aUal ORaOPa= ¥% ORxa 604c gay 201V ORUOP R@O&aUAU ORAOP &ac Oax ¢c0@a Ua ca ae b6 0030 Bat inifefis not something that gets in the way.

can go both ways. W: No, not which bothers me very much.

L: Yes. And can you create a challenge here? L: No, okay, that's good. And furthermore in terms of sorting the list of learning blocks, you can

W: In the assignment test? ORxea BO0xeURT ax ¢cUQ ageri 04d0cOx RP@O&aAUAU ORAOPY UU 1aé xadac baae e

L: Yes. [can't]. No, it was a trick question. W: All' I know is the last page at the bottom.
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L: Yes

W: But that doesn’t make sense to me. | would put it at the top, because then you always have
the last one at the top of your page and not page 7 at the bottom.

L: Yes, no indeed.

different organizations, and then add an extra learning block.
L: Oh yes.

W: So then they both have a module called the same thing, but different learning blocks. But
then | don’t know if ‘a warm welcome’, if | make adjustments there, in which modules all this is
ee@xi ax ¥ O04dac xa ¢c00¢ 04a1eU@a@yY v O0Oaag ax Ug 0a1eUgaw; E@RR éUc¢U

W- AGiOg ¢UOga= O alg¢cda éOU a0pUal 00alO@BeY Oeg %ax &0i ¢UD [30__9@3‘39 44ag OBReOIee O & & G@dhAck fhiat survey is in that learning block and that learning block and that learning block.
HgOOexd ¢cUJa iae Padé éUPaw 1ade secOaxj "ax a0i0O® Yéga OY ide auU Oadeaae® Ug Use xUU OelReXx 1, 904 ax ¢c00¢ RUAPY ¢00¢ B60004aU@Y Oacl Ua ¢00 ®edédie Oax Ua ¢l

adding a date, but then of course you have the question of what kind of date. Last opened, last

do_ that between learning blocks and modules.

aaxU gxY ROec 4e0RU20@xY ROaecY ¥4 Paaée O Rac aU e0U0cY xaagd 01 é=dai £a O0xx04aU O xO0¢@ Uz calOPiIY =a

hence an automatic list of yours, should either be automatically alphabetical or automatically
new to old.

L: Yes
W: Because at the moment automatic old to new makes less sense to me.
L: yes okay, no.

W: Especially if, like in our production environment, we're really talking about hundreds of
learning blocks as well. Then | don’t have 7 pages below, but 10 pages.

L: Okay. Could you perhaps add the newest, that user test that we just created to the module
‘test module’? By the way, do you think that makes sense that if you have created a learning
OrabdGP Oax iaée edac ca Oxx Ug ca Ua ca aaxéeRPee Adeec?

W: Yes, yes. There are two test modules, global and WBCSD.
L: Oh yes, well, doesn’t matter.
W: Well, | can only add to this one, which other one I'm not allowed in. That's user test, yes.

L: And do you think this makes sense that this is a separate page or could this also be some kind
of part of that tab?

W: No, | do like that this is a separate page. Because what I, | often go to in the list of modules

L: Yes

W- "ax Yéaeg¢ ¢UO¢ 601Y aaxeR@e % 004 OREOIae ax aeg eU0¢ ¢UY OaacgPac Uae®
learning blocks are in which modules.

L: No okay, yes.

W: So something like ‘added to module’, no they are in a module at all, yes or no. That is not
important, but if you would click on that you would get a menu from here is the list of modules in
which this learning block is used.

L: yes, good one. And there are also things that, for example, people often ask you or something,
that you understand but are often unclear.

W: Yes, the locking, so ‘locked by default’, ‘mandatory assigned’, and the, by the way, module

exactly the same, ‘locked by default’, ‘mandatory assigned’ the same, the unlock behaviour

attached to it and the connection to publication. So that stream of when something is locked,

when something has to be published. If you publish a module in a certain organization, every

RPO&AUAU ORAOP ¢UO¢ Use U4 Ug acteec ORx=a O 4e0RUaU@x O1 ¢UO¢ a4U0AUI
only publish the module, you must or must not publish a learning block within that module. So

that's a pretty big issue. That's where | get the most questions. So I've set a rule that no one can

publish content, only | can.

L: Oh yes, okay

Uaa@dxU0c@RiY e00¢ 60 Ug OUOUAY v ORaea Ua UDAQ® 2a4@ aUc@a VaadxU0¢@Ri| aec@Ox aUVWSpthey Adve(iq,comeapd say to me, this is done, that module is ready, we've checked

and then looking at content. I've created it, I'm going to put the content in learning blocks right
away. So that's why | like it if that's a separate tab.

L: Yes, so if you look at which learning blocks are in which modules, you do look at this.
W: Yes.

L: Because | think it also says at the bottom of the info which belong to which, but | didn’t really
think that made sense either.

W: Yes, that's right. This is very strange, because it says ‘allow regions to add their own content
within the segment’. Regions is not a word that is used, there is nothing about regions anywhere.
So nice that there is an i'the with help, so it is possible, we can add tips somewhere, but then a
word is used that is not in anywhere else, such as regions.

L: No
W: So | wouldn’t. And indeed, below they are also, which | use less, this bottom menu.

L: yes, let's see, that was kind of most things. Or yes, there were more things that | came across,
but that need to be adjusted anyway, but this a bit in terms of testing what is important and
not to improve. Are there other things in terms of learning blocks and modules that are very

everything. I'm the only one allowed to publish it. But that would be really nice if there was a

Uaax aeée Oax geaR0al0claayY ¢UUae Uzxe 60U0¢ 1a¢ x4 éUc¢U ORaAOPxY ¢UU& Ueae &l
this is what you can do with it, this is what ‘mendatory assigned’ means, this is what ‘unlock

behaviour’ means, this is what publication has to do with that, or learning blocks and modules.

L: Okay, yes, | think that was kind of it.

W: Top

L: So soon I'm going to do the same test at other companies and then make a kind of priority
list of what is most important to improve, and then come up with new interface solutions. For
example, if | have come up with new things later in the year, would you like to help with that
again, with another user test but for a new solution?

W: Yes, yes you can, let me know. You already have permission, it's already in your inbox.
L: Yes, very nice. In any case, thank you very much.

W: You're welcome, Laura. Good luck with the work in it and nice that you do this. | also like to see
positive change, | hope it all works out. Okay, happy Friday.

L: Yes, have a nice day.

04aaaivaUu; OceldrRi adU&aRnRi O OU¢ aU ¢cUQ ex=ga aéyY Udaa ¢c00¢ Uc Ppg@aae Valau OOOP ca edaal abUgeeY aa

even more?

W: | don’t know how to describe it, visually, but | can describe it that way and that is that | can
see in modules which learning blocks are in it, but | can't see it the other way around. | can't see
in a learning block in which modules all this has been used. And | think that's important. That

we also, because that is almost a form of making copies of your course is by creating a second
module, for example this one is called ‘framework’, because there was one that was called
‘framework’, and there are these two learning blocks in it. That | create a ‘framework 2’, a second
version, second draft framework, where | add the same learning blocks, but then maybe for
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F.2 Transcript Usability Test DPG Media - Translated

Interviewer: Laura van den Berg (L)

Interviewee: Learning & Development Coordinator DPG (D)
Date: 20-06-2023

Location: Google Meet

L- I@eyY ¥4 Yéaec 0060 2420 2c0ax08xY UgagdalOR aéedaeclasee

D: I'm a learning & development coordinator. This means that we coordinate or schedule all
training and education, so that goes from arranging the room and the sandwiches and the
facilities, to also creating the training sessions at the LXP, indicating to the attendees that
they have completed the training and have obtained a medal or deregister the absentees. So
everything that is coordinated in learning and development, that's what we do.

L: Okay yes, so then it's more about the physical workouts.

D: Yes, yes, and sometimes webinars. But actually arranging everything around that. So we do
less of the agreements with the trainers, but as soon as the consultants have actually agreed on
a certain training with a trainer, then we do the further, practical follow-up.

L: And in terms of work in the Admin panel of Blocks, or of your Academy, did you have any
experience with working in those kinds of environments or platforms before?

D: No, that was completely new to me. I've been doing this job since March 1st and I've never
worked with anything like this before, so that was really new.

L: yes okay, so that also takes time to learn?

D: Yes, although | think it's fairly user-friendly, but yes it takes quite a bit of time, because my
colleague [name], who couldn’t be there now, has already built a website herself in the past and
therefore she is more familiar with a back-end or a, yes, registration in such a way that it looks
nice on the site. | don't have any experience with that at all, so I'm really a layman.

L: Yes, but that’s also interesting, because of course it has to be user-friendly for everyone, not
just experienced people. So do you still need, so to speak, a lot of help from other people?

D: Well, the things that we need to do, | think we're doing that now, we've had a session with
[name], our former supervisor and we've had a session with [product owner RMMBR] who
explained everything. But two weeks ago | had to do something special, | had to open training
sessions to a select group of people and then | also had to work with groups. And then [product
owner RMMBR] helped me to explain that exactly, how that works exactly, yes.

L: yes, okay. Yes, we'll just start with the test itself. Can you access that test environment?

D: Ah yes, | had that question Laura, | yesterday, that was that request, wasn't it? That you had
sent, but it was not clear to me whether it was with me DPG email address or with someone else.
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L: Yes, if it's okay with DPG email.

D: yes, but do | just have to go back to, because it's LXP, it's not the regular LXP, it's the test
environment indeed isn't it?

L: Yes
D: Let’s see, back to login. Login with DPG media account is it then, isn't it?
L: Yes

D: I might share that with you for a while. Yes, because | was afraid that | would be on the regular
LXP, while | should be on the test environment, so | don’t know. Can | share my screen for a while?

L: Yes
D: Look, this is what I'm on, but is that the regular Academy or is that the test environment?

L: Let's see
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D: It does look a little different than when | come on the regular one.

L: And with the essentials, for example, that's where they are, because | think if there’s test
names and stuff in there, then it's the test environment.

D: It does say test assignments demo, RMMBR test.

L: Yes, | think this is the testing environment, because | don't think these kinds of essentials are on
your own Academy.

D: Yes no, it also says test real. No, | can also go to the regular LXP, but this all seems different to
me, doesn't it?

L: Yes, is your own LXP, is that very different from this?

D: It looks the same, but I think it has different workouts on it. Well, | can go there just to be sure,
I'll see if | can come up with something else. And then move on to essentials. Yes, that looks
different. yes, that looks like it anyway. I'll share it with you too, so you can see it. yes, so you see,
I'm really not good at things like that, am 1? Look, that's just it, there’s a lot more on the left here,
isn't it?

L: oh yes
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L: Yes, | think so too.

D: Then I'm going to go back to, huh, because here are the essentials, which are very different
essentials.

L: Yes, yes because for the user test so now it might be useful to do it in this as well, but you don’t
want to change things that

D: Yes, they already exist and are really online, aren’t they? No, I'll go back to the other one. Wait,
do | have the right thing now? Voila, this is it, isn't it?

L: Yes, let's see if | can record the screen later, because | think if | also go into the Google Meet
with my own laptop, | might be able to record my screen via my laptop and then | can see that
as well.

D: Because | don't see you anymore because I'm sharing a screen
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own LXP.

D: Yes, it's less, but it's very similar.
L: Yes, and is it clear what all the menu items entail and was it clear at the beginning?

2
I:l)J: %es, quite, quite. Yes, most things are self-explanatory, | think. So the essentials are the
essentials that we have, surveys is the inquiry that we do when people have followed a training.
Learning path is also, yes all learning paths that are on it. Articles | suspect, because I'm saying
this off the top of my head right now, the articles you can read. But what | always use is training.
That's what I'm constantly working on. And then users, | know, that’s all the people who are in
it. Import I'll have to think about now, but | suspect that's to import new people. And | have now
also worked with groups recently, so | created a group that was then allowed to selectively use
or follow a certain training.

L: Okay, so you use training the most?

D: Yes, | actually use training all the time.
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bother you?
D: yes, I'm not bothered by that, maybe, | could say yes essentials and surveys are at the top,
whereas I'm using essentials, for example, | don’t use that much at the moment. Because if an

essential needs to be created, then it's actually once and then people can watch it, while the
workouts that are changing are constantly and must be adjusted continuously. So for me, that
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should be at the top, but for other people, maybe not.
L: Yes
D: It's not like it's alphabetical or anything, is it?

L: No, | didn't really think it was a logical order either. Okay, because it's quite a lot and there are
a lot of things that people run into everywhere, | did focus on essentials and learning paths, so |
want to give some assignments there. It doesn’t matter if you don’t normally use it yourself, then
| can also see how someone who is new to it

D: deals with it.

L: Yes, actually. So if you were to go to essentials, oh yes there you are already. So you have
tutorials, assignments, scorms and LTIs there. For example, if you click on create essential. Do
you know what the difference is between all these things?

D: No, not really, no, not really. Now | have to say, we have already received an explanation about
this, but that was already 3 months ago. And | haven't needed it since. | know what a tutorial is,
but | don’t know what an LTI is, for example, or a scorm, | don’t know. Assignment is probably that
people also have to do an assignment within the essential?

L: Yes, | think an assignment can be signed off and self-study is also included, yes there are also
teaching methods. But it would be easy if there was some kind of explanation here.

D: Yes, or, but yes | still feel a bit like that, because I'm not at all at home in such an IT
environment. Maybe it's very clear to other people LTI and Scorm but not to me.

L: No, but yes, of course it has to be clear to everyone. Okay, would you like to create a tutorial?
D: Yes

L: And then, for example, as a title ‘user test’, and then as an introduction title June 20, for
example.

D: For example, here | think, what's the difference between a title and an introductory title? Is that
a subtitle, does it come below that?
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D: Because then you also have the conclusion title, what kind of title is that? The introduction text
is clear, isn’t it? Then | think you're like ‘hey, you can learn something about this, | don’t know, just
say something Adobe or something’ huh? And we explain that like this, and it takes about that
much time. But for example ‘conclusion title’, is that what comes after essential when you have
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that you also look at such and such an essential.
L: Yes, | think it is, but it's not very intuitive, no.

D: Not clear, huh.

D: Yes, and then the duration. yes, maybe like that for 20 minutes or so. Will this be 20, no, yes.
Assessment forms here, | know, we always use assessment training, but of course this is not
training. So, content review. And then ‘search interests’? Yes, there isn't a lot of stuff there, is it?

L: Yes, of course, this is just a test.
D: | saw ‘test tag’

L: Yes

D: And then image, do that too?

L: Yes

D: But for example, ‘image’ and ‘image with content’. Wait, ‘this image is displayed on the
essential tile’ and here too, what's the difference between the two?

L: Yes, it does indeed just say the same text, which doesn’t make sense either.
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Select. But then | think the idea is that | take the same one twice, and what is the difference
between the two. Maybe I'll choose two different ones, then maybe we can see what the
difference is.

L: Yes
D: So I'll do this. So, and then create essential?

L: Yes. Oh yes, | think there was another assignment as well, if you can go back to editing. What if
you wanted to make this in English as well.

D: And what do you mean?

L: Suppose you wanted to make a Dutch version and an English version of this essential, how
would you do that?

D: I don’'t know, because this is the title NL, isn'’t it?

RR Ua aeéé@%lﬁ??él] éUc¢U ¢UQ a0 exgj

D: Ah here from underneath maybe. English doesn’t?
L: Yes, that's right.

D: So, can I click on that?
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D: And then | can change it like that, yes.

L: Yes, not necessarily for now, but that's indeed how it works.

L- pec igaeVy adid@ iae 004 BB Ug Ua UeacU@BaY xaBeaac a00Pxa204URI 0060 ¢a 00 aUcU ap 0@ ¢PBeianaong iw? No, that's still there. yes look, I didn’t even know that, but I did see it

also just
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L: Yes, just create the essential, so to speak.

D: Yes. ‘learn the secrets of Google Drive, so you can get started more easily every day’
something like that.

L: Yes

D: And then, but yes conclusion title, no idea, is that ‘what did you think of it or something like
that ‘hopefully this essential has helped you, if you want to know more, follow our essential’ I'll
just call something ‘Google Drive experts’ or something.
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now.
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now at the bottom yes.
L: Yes, but | don't think it's a logical place, is it?
D: No, I'd rather than be here so at the top or so that you can choose.

L: yes, no okay. Okay, so now we have the essentials. Now we can add a challenge to the
essential.

D: And then | don’'t know what that is, is that you give people a challenge?

L: That is indeed the question now, would you now understand what the difference is between a
challenge and a teaching method?

D: No
gs@ ﬁlgrgesh%fﬂc?be some explanation for that as well?

D: yes well, maybe, | always think Laura, maybe that's just me too.

Transcripts First Usability Tests

81



L- Aay Oéc¢ % xaadac ¢cO0Uab a2ay 0000eéaed vu xUxadac Udc Ug O¢ Adacj

D: Yes, but yes, no | don't know. And if you then use ‘text with portrait image’, ‘create choice
question’. And then there’s the challenge. Because here it says multiple choice question and tick
question, so as a challenge | see that you indeed, | thought so, then you start asking questions.

L: Yes

D: Of actually checking whether you have understood, or whether you have understood the
content. But in the teaching method, | see that it also says create a tick question or a multiple
choice question.

L: yes, so that's a bit unclear indeed.

D: So what's the difference then? | understand the teaching method, so that it can indeed
be audio, or that it can be video or that it can be a text, so that you can learn something in a
different working method.

L: Yes

D: So but, challenge for me is a bit of a test of your knowledge. Or here it now also says create
Ua 00axy eU0¢ O4a@ U4a O004axe;

L- 1@eY 6@ 004 xa ¢c00O¢ Uad O e0URBY Oi ¢cU@ 01y 0400¢@ U& O0&xxj 1aé 004 Yéaec ciag UA

think how to do this.

D: yes so | don't understand. Flip cards is that you show four images and what are they
supposed to do with them?
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pictures and then you choose the right picture.

D: Ah, it's the answers actually. Okay, okay, yes yes yes. This actually is a kind of multiple
choice or, then you have, for example, I'm just saying something, ‘which 4 colors are used in an
insights training? Or then it's actually ‘test in insights knowledge’: ‘which four colours are used in
insights?’ And then you could say here red, blue, yellow and green, is that right?

L: Yes, you can just try to create it now.

D: Wait, I'll make an image, so | can make it red. Will take blue here then. Don’t know if anything is
yellow, yellow here. And then green, green here, like that. And then create a working method. Ah
but all four are correct, wait that's wrong. Because only one is correct. ‘What colour represents
creativity?’ Voila. And that’s yellow, is the correct one.

L: Okay, and if you wanted to see what this would look like in the end, how would you do it?
D: You mean on the

L: Yes

D: Then | think | would go to the user interface, and look for the essential.

L: Yes, you can also, take a look, if you go back an arrow now.

D: Going back?

L: Yes. Yes, there is also a preview at the top.

D: Oh yes yes, | should have known that, they said that. Yes, | should have known that, sorry
Laura | should have known that.

L: No, it doesn’t matter.

D: Ah yes look, that's nice, isn't it?

L: Oh yes, yes okay. Super.

D: Yes, that preview, yes | knew that.

L: But suppose you don't know the difference between a challenge and a teaching method, for .
peOaarR@yY Uaeée éaeRx iaé Ueédwd ¢cUO¢ aeéc? eewe Ol xaUaU a4 OxeblUaU aapaad?
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look here, thought okay that's going to be asking questions, knowledge check. But if | were to

look at working methods, | would think, ah, but the same ones are also listed here. And | think

| wouldn’t use challenge, but would do everything with working methods. Because working

methods are almost the form in which you learn, aren’t they?

L: Yes. Okay, now let's get back to the essentials list?

D: Is our still listed?

L: Yes, maybe you can look up the latest?

D: Wait, maybe | can do that. yes, | don’t know how to see the latest.

L: Yes, it's actually in the back now

D: So | came in last

L- 1@eY Oe¢c ¢UOcae UO&x ¢4 ax =a % ¢UUab;
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D: Here, | think so, maybe? | think that's how | did it, huh?

L: Yes, yes, that's right. And what if you start looking for an assignment instead of a self-study?
P BRULAEIN a5 5
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But where is an assignment published? How would you look at that?

D: | didn’t really understand that question, what do you mean where an assignment is
published? Do you mean at the Academy?

L: Yes, so either at Academy or somewhere else, so whether it has been published and where.

D: I'm thinking here, the organizations that are here? Let’s see, but they are all Academy, no this
one is Global.

L: Yes, but now it's published in number, but otherwise not all of them have been published. You
can also have unpublished essentials.

D: And how can | see that?

L: Yes

D: Those are the columns that are in there, so | think | can get rid of a column like that.
L: Yes

D: But no, | don’t know

L: But just from one, for example from ‘test training essential’.

D: Yes, ah that | can open it then, huh. Here at publications.

L: Yes

D: Yes, | do work with that. Yes, sorry, then | didn’t understand the question correctly, because |
knew that.

L: Oh okay.

D: yes, | didn’t realize | could open one, because that’s what | do, right? Published at the
Academy or published at the campus.

L: Yes. No, because indeed, there is a heading with publications, but there is also a button in the
list itself.
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had to tell me, but | do know. Maybe also because it's all in white. | think if all of that had a color,
or all green, it would be easier to draw your attention to that, | think. Because now these things

are more or less like locking, challenge and working methods.

L: Because indeed, does it make sense that these are separate pages, or shouldn't they be next
to teaching methods, for example?

D: Next door?
L: Yes

D: Yes, that might make even more sense. Yes because now, | actually only see those edits and
then | only see, | go straight to here. So those publications, before [Product owner RMMBR] told
me that, | didn’t really see that.

L: Oh yes. What is also a thing, for example, if you are in this and you want to make a working
agclUaxyY i@e 6U0¢ ¥4 ax URRAUUOOR Ueae ¢UO¢ ®aY UU 1ae Ua ¢
but if you are for example at info and you click on, or if you now just click on edit.
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D: What exactly is the question?
L: Now when you click edit.
D: Yes

L: Oh, now he’s going back to info. But if you go back to working methods now, you can't edit it.
Whereas if you're not into editing, you can edit it.

D: yes, that's weird.
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methods, then you don’t have any problems with that in itself.

a ¢Uaa Oax ¢Uga ««0éw Oax ¢Uga aORRI ¢

D: No, no. Yes | think it makes sense that you say ‘edit’ and then you, yes okay | get it. Ah yes, |
hadn't seen that yet.

L: No, okay, at least it's not something that’s very noticeable.

D: No, no.

L: Let's see, what if you look at the reviews of one of the essentials?

D: Wait then | must have one that has reviews probably.

L: Yes

D- Aa aa@ UOa RR@x ¢cUOc¢ U4a;

L: And if, for example, you go back to the essential you were just in?

D: Look, when you go back, you get this, that's weird, isn't it?

L: Yes, | think that's a bit strange. So indeed the navigation here is a bit, then you are really
completely lost.

D: Yes, now I'm completely lost. Because how am | supposed to go back, now I’'m suddenly in
surveys. So then | have to go back to essentials, and then | have to apply back to those.

L: Okay. Well that was a bit, the essential part. Can you now add the newest essential to a
learning path? It doesn’t really matter which learning path.

D: This was our last one, wasn't it, that we did?
L: Yes

D: They're going to have explained that, but | haven't had to do that since. Maybe | should create
O RGO&AaAVAU a0cU &eeci
L: Yes, that's right.

D: Hey, so I'm here, can | do that?
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D: So I'll take that standard.

L: Oh yes, maybe you can do an interactive one, because | had some questions about that as
well, about interactive learning path.

D: Yes. And then here, learning path insights I'll make it now. Yes, insights is such a training on

forms of communication, but you may be familiar with that. And then like this. “In this learning

40c¢U 1ae éURR RPO&4a ¢cUB O00aeU0e&® aU UaaeUUUcx4a; £a cUQZ4a ¥ UOéD ca xa 04
L: Yes
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that's something else, isn’t it? Introduction header displayed. Yes, I'll just grab something, won'’t
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interactive learning path. That is that you then work with other media.

UcyY

L: Yes, it's actually,(lgs an interactive learning path that you then have one picture in which you

can then put multiple essentials actually, in the picture. That if you hover your mouse over it, you

can click on different essentials in the image, so to speak.

D: Ah, so it's actually in there. Wait, maybe | should see the preview too, because then I've got it.
Uhm, seek interest, yes personal development. And then, yes, I'm going to keep track of it. Locked
by default, mandatory assignment, | don’t understand that. Knowledge check enabled is likely

that there will be a test afterwards.

L: Yes, you don't have to for now. Those things don’t have to be clicked.

D: Because | don't understand that standard lock or mandatory assignment either. Is that about

\é/h%tlgeg you can see it or not, but yes when you create it you want to be able to show it.

L: That it is indeed not always available to the user right away. That it's locked by default, for
Be0aaRBY ¢aRP e e 14¢aé0 a0x@ a¢UP4 Beae@acUORae Adxgi

D: Ah yes, and then here | can select my essentials probably huh? So here | can then user test.
Because the essential only comes after the learning path, | thought the essential was more in
the learning path.

L: Yes, that's right, this is indeed also afterwork essentials, which is actually separate from the
learning path itself.

D: So if I'm creating here now doing learning path, oops add content group, yes | don’t
understand at all.

L: Yes, this is where the essentials come in.
D: And what is a content group?

L: Yes, actually another group of essentials within a learning path. So a learning path can then
have different groups.

D: Actually, when | think of group, | think of people. Because they also point to groups on the left.
L: Oh yes.

D: So it would make more sense to me to be content or content, that it's about content. Group |
ax ég4al Vaalealau;

L: Yes, no that's a good one, that indeed group is actually something different from those other
groups, yes.

D: So content group, this is the essential, for example.
L: Yes

D: So then | would do that, four colors. And that’s ‘add content’ is here, that was our user test,
wasn't it?

L: Yes
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D: Yes, that's not clear at all, because it should say ‘essential’, but it could also be other content,
or be it essentials anyway?

L: Yes, | think it's just essentials. So then you might as well say ‘add essential’.

D: Yes, then go with you right away. And what is the difference between ‘add content’ or ‘add
content group’? Ah, by one group they mean that there can be different essentials in it.

L: Yes, yes
D- I@aeyY % ax ¢UO0¢ ¢@ai ¢aORBO4;

L: Yes, indeed. And then, what if you go to ‘post content’? yes this is actually kind of the
interactive part. So there is a standard learning path and an interactive learning path, and this
one also has such a picture.

D: But what are we supposed to do here?

L: Well, you don’t necessarily have to do anything. If you click on that plus sign next to ‘the 4
colors’, you could, for example, put that essential in the picture. We don’t necessarily have to do
that now, but then you could choose different pictures that are then in the big picture. So let's
say you have a map as a big picture, then you could put small icons in a card.

D: Ah yes, which you can click on.

L: Yes, and that you go to that essential, so to speak.

D: Then wait ‘select media item’. So that could be one of those little icons in there.
L: Yes

D: And you don't see itin it, or is it here?

L: Yesitis | believe.

D: And then you can click on that.

L: Yes and dragging.

D: Ah yes. Because | can't see the other one. That's weird, isn't it?

L: Yes. And if you wanted to change the big picture, how would you do that?
D: This right here, that blue one?

L: Yes.

D: | have no idea, zoom in, zoom out. Laura, I'm doing this really badly, aren’t 1?

Oeéc ¢cUUaY v xadac ax ¢cUOc adélaea;

L: Yes, once you've had the training, you really have to work in it a lot if you want to understand it
a bit. So I'm actually trying to investigate a bit which things are really unclear and how can that
be more intuitive or just faster. Yes it also said somewhere, if you go back to save or just arrow
back, yes. Manage content.

D: Manage content, you have those 4 colors, then | have user test to, yes.

L: Yes, it's more actually the navigation now, that for example it does publish and post content at
the top.

D: But what's the difference? Because publishing, then you can, publishing is probably looking
at which groups they are allowed to see it. Namely Academy, Dutch and visible to everyone or
hidden. And then, oh, oops oops oops, look that's weird too, now all of a sudden I'm back. It was
insights, wasn't it, that | had called it. Then | have to go back there. And then posting content,
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L: Yes, actually, publishing.

D: Yes, because what do they mean by posting content, which is putting content in the learning
path? No, | would say ‘add content'.

L: Yes, that's managing the content, so not adding the essentials but actually adding the
essentials to this interactive image. That's basically posting content. But most of the time it's
mainly words that are also very confusing and yes. | think that's a bit clear for now which things
aren’t clear actually.

D: Yes, is that clear to you? Because | don't see it yet, Laura. But if it's clear to you.

L: Well, the platform itself isn’t clear, but | think when | look back at this, | can see which things are
the most unclear.
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in one way or another. Because the processing is so big.
L: Oh yes, yes

D: So either you give it a color as well, or you give it the same color, but then you know that those
are four important things.

L: yes, okay. And it's actually mainly the words that are unclear or also the navigation?

D: Both. Preview is clear to me now and so are publications, but yes, | don’t understand the
difference between posting content and publications. While it's actually adding content, isn't it,
posting content?

L- AAY % cOUab ¢c0Ocaz B600cRi cU@ aalacy 0000ead cUB4a v ax aec é0UO0 ¢c0Uala xadac ab Py Wigddpgcpntentis really what you do in managing content.

because | don't think they make sense at all.

D: Yes

L: But it is indeed in the info again, at the beginning.
D: Ah, so you have to go back.

L: Yes

D: Managing content isn’t. Here it is.

L: Yes, indeed.

D: Here, but | can’t touch that either?

L: No, you'd have to go back to editing.

D: Oh boys. And here itis. Then | can look for another image.

D: Yes, | don’'t have the difference between managing that content and posting that content.
Because this is indeed adding the content, but this one, | still don't get it. | do not know what is
meant by this. Then those things are in those, just in that picture actually.

L: Yes, but that's really only with an interactive learning path, so if you have a standard learning
path, it's not there either.

D: It's posting an interaction or so instead of posting content.
L: Yes indeed, interaction
D: Or make it interactive.

L: Yes, something like that. But yes, once you have a standard learning path, you can't turn it
into an interactive learning path, then you have to create a whole new learning path, so maybe
that's too.

D: Yes

L: Okay, maybe we can go to training sessions for a while, because you work a bit more in that

. yaurself, | haven't logked at that much myself, but do you know things that you run into yourself?

L- 1@eej I0eY Oéc 4aé 1aeé xadac a00B=x=a20aURI UOED caY ¢UOcaae 4adj
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D: Wait, maybe I'm going to make one, right?
L: Yes

D: So I'll also have ‘training insights’ or something. I'm just writing. Yes, so this image is displayed
on tile in the overview and that is not always clear to me. So what | do is always pick two of the
same ones, Laura. So now | can do so and then like this. And | think the difference is that one is
next to all workouts and the other when you click the workout open.

L: Yes, | think that's true.

D: This, | know, because that's what | needed for the groups. | do that if not everyone is allowed to
register, so that means that if someone registers, | actually have to give the approval. Pre-work
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have to go through an essential afterwards, so that's never really the case. And then interests
is if you have indicated an interest in advance, that it is included. So I've done that many times.
And in Dutch too, so create training. Ah, now they’re not listed.

L: Oh, yes that’s crazy.

D: Ah but that was, yes, that's a good one. So I've already had that in mind. That's a good Laura,
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then it turned out, then | had to indicate ‘new’, because it is made new. But that is very illogical,

because you think that you come to a page where everything is written, new, planned and

expired and that only afterwards you can choose | only want new, | only want planned or only

expired. So now | remember, I've been looking for a really long time. | had created a training

course and then | saw ‘ah it might be new’. And then | came up with that. And then it was for

me, now | know that too, creating a session is actually a date on which it takes place. So then |

do this, create a session. Indeed, they can register from that date until, for example, next week.

Dutch. Registration numbers, | know, most of them are only allowed a minimum and they should

but what do they mean there?’. So | was like, okay, what title is that? And | would actually say,

al Uag 0aacOOc¢ aaagacy abp0i éUQ4a xade ¢cUOc ¢cOPY aRO0Q2 EUGAD xa@a ¢U
cU0g4a Udaeec@Ox aU xU8@OcUade vsax Yéac 201 Oaxi 48 cQéc a4 2aagcllaUlY a
| thought at directions, are these clues for me, clues for the others? But because I've done it so

many times, | know now, don't I?

L: Yes

D: But because I've done it so many times, | know now. So I'll add that then and then I'll know if

cUpgadgae 04acU@a xOc¢c@| uec 1@y al Uag 0a4¢cO00¢ aaadacy ¢UOcae O00ceORI
training day, isn’t it? And then | remove it because it's not there. And then an online contact

moment. Yes | thought too, title, what should | put there? If that is, that is the online contact

oment, then kthink th e say, for example, ‘return day’ online in quotation marks, then |

a%%eﬁ]w%%g,%ogg(ggﬁple, that that is the 30th from 12 to 2, that could be done now. | now

understand that link, but we often don't have it yet and then we have now learned to type it

UayY 0000ex@ acUgaelUaed U0 xageadac é04c ca 2060 Ucgj pec ¢U@ dec ¢lUag
because | thought yes | don’t have the link yet. The trainer usually sends it through about two

days before the training or so.

L: Yes
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work. And then here again, those prompts, I'd say ‘text’ or something and then ‘this is an online
session. You'll get the link below’ or something. And then we have a Meets or a Google, and
then add online. And then here yes then delete that. But actually, | might put a plus for this or
something, so that you know you can add one more.

L: Yes

D: And then evaluation link, | don’t even know. | think we are simply attaching an assessment

x@ aUc@Ri U0éw aag@yY O adéUaea aU oy a4 gedaar@yY v aec 1a0agb U@adi % ¢cUaeUlUc¢ ¢UO¢ é e . With us, that's standard assessment training, and that there’s no link there, and then

illogical title here. So | didn't understand, here is just the title and it turned out that that is really
the title of the session, for example ‘Insights in Antwerp’.

L: It really doesn’t make sense that it's at the very bottom there.

D: No, | would start with that, what's the title, what are you creating.
L: Yes

D: And then the date.

L: Yes, indeed.

maybe ‘create session’. I'm going to do it now, aren't I?
L: Yes

D: | only doubt the evaluation link, for the rest | have done everything. And then | can look at the
preview. Voila, training insights. Yes, but then you see that these are the titles, training day and
return day.

L: I don’t see that screen now, by the way.

D: Ah yes, sorry wait. Here, look, this is it. But then it turns out here that those are those titles, you
see?
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they register. But what | also do, in the beginning | thought, you have to read it carefully, in the

beginning | thought you see date and you think yes that's the date of the session, but no that's

40UUecd0OcUa4a; ax cUZ4 iae 20i aU Uaw 0aacOO¢c aaagac Oax ¢cUga iae U0
and so | found that very confusing. Yes, | think it's good that we're going through this now, | can

D

D: But | don't think that’s clear at all.
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“No
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As it turned out, you have to put ‘training day’ here, but of course it's a training day, because |
thought | should put ‘Insights Antwerp’ back here, so | don’t understand why I'm there. Because

ItUWL(JJL?ISEbe ga%)? i?y%fi1 %sgkggagfé)ld-out of that that you choose between workshop, training
day, webinar, because it's about a date after all.

UU % ®U0U4 ed Uad O =@x==Uaa Oax Ucae Oa aU Uag 0aacOO0¢ aaadacy ¢Uga Ucae O ca0UAUAU xREYsAddit §6é ithdurSelf, just choose, so to speak.

workshop, but hey, you have to be physically present somewhere.
L: Yes

D: So this title | don’t understand what the added value is. Then | understand here, okay the
session is on June 29th. Here, | can do that now, it starts at 10 a.m. and ends at 5 p.m. for
example. Then this is also clear, | have already entered that. And in addition, we are now putting
the room in the room. But maybe it would be better if there was a hall there.

L: Yes

D: Yes, because I think title is a title for me than ‘insights’.
L: Yes no, indeed. It's more just a type

D: Yes, yes. And if | go back here now, yes, so | know that, | see planned sessions here, that was
also not clear in the beginning what is the difference between ‘pending’ and ‘waiting list’. But

now | know that. Waiting list are the people who have indicated that they can, but that it is
already full. And pending are those who need my approval, because I've put myself there as a
reviewer.

D- 10 "ax ¢Ug4a v pPaae ORede Ol 4aéi RECAAY PeadOcUal iaeay vaa Yeaec ®0iUaU ®aadcUU4aUsBoldg: Bifs a lot of things that you understand if you use it often enough, but just at the

minutes before the start. It is important to accept this training and also to cancel if you are
unable to attend’. Now for me, because I've done that before. Sometimes I think, when you work
in such things it’s often title, body, body text and then with those directions | also thought ‘yes,

88

beginning

D: Yes, because now | can do that very quickly. And now | can edit here as well. But for example,
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how long | searched because | didn't see that ‘copying’. So | created one and then | thought, oh
now | have to do all that again. And then a lecture said, yes but click copy and then you have
that right away. Then you just have to change the title and the location. | thought yes how good,
how good. But yes, | didn’t realize that.

L: Yes, that might be a bit the same with the essentials that it's
D: Instead of creating a session, | can just copy
L: Oh yes, then all you have to do is

D: And then | put ‘insights Hoofddorp’ here, for example. And then here’s another date. I'll do the
4th of July here now. And then | have to do ‘Netherlands’ here too, I'll do ‘Netherlands’ for a while.
And then that’s gone. And the rest | might keep now. | will also give this another date. And create.
Oops wait, yes it has to be in there, so Hoofddorp. yes | don’t know that zip code, I'll do 2626 now,
I'm just saying something huh.

L: Yes

D: Capellalaan 62, so create session. No thank you. And then here | have, look, they’re two in
there, you see that?

L: Oh yes, yes.

D: So because of the copying, it was much much faster.
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D: yes, yes we’re going through it now, aren’t we? Wait, did | have anything else? Yes, what we,
what | don’t see here now is ‘interested’, but we have indicated that, that is a bug in the system
that if someone is already registered, so at registrations and is also on waiting list or pending,
he is also still among the interested parties. Because he had already indicated that he was
interested. But for us, it wasn't really clear what the difference was between waiting list and
waiting. And | think that the ‘pending’ only applies if there has to be approval by an assessor, so
like me, for example, mandatory. Otherwise, there is no need for that ‘pending’.

L: yes, okay.

D: But you feel, | can say a lot more about this than | can about essentials and learning paths,
because I've never done that before.

L: Yes, no | see, yes. But that's also just good to see that if you, | think other people who do work in
essentials and learning paths, are in training just like you, that the more you do it, the more clear
it is. But of course, it should also be clear to beginners in the end.

D: Yes, but just a little longer, that's the last thing, about images. If we went to look at the preview.
I'm going to share it with you back though. Look, here we see those pencils, but what's the
difference? Because | actually see those pencils, do you have another thing that also has those
markers next to it. Here’s just one image you see, maybe it's when | hit subscribe.

L: I think it's the overview of all of them, if you have an overview of all the training sessions, for
example.

D: I'll take a look. Anyway, I'll go back here. And that’s weird too, isn’t it, then he goes to that main
menu, while we were at insights. Then you have to go back to insights and, oh wait, now I'm at
essentials even.

L: yes, that's crazy too.

D: That's crazy, isn't it? So here | have this ‘Insights’ training. And then, so you have ‘image for tile’,
‘image for content’. And then | go to preview. Then I'm going to show you that too.

L: Yes, | might think of ‘discover more’ or ‘discover more’
D: And then here maybe, ah that'll be it, if | do ‘insights’ here.
L: or is this just the

D: | can’t even get to it. Maybe that's because I'm on the real LXP, isn't it?

90

L: No, this is also called the test environment.

D: Because it was training insights, wasn't it?

L: Yes, oris it just the learning paths

D: But that'll be it.

L: Yes, | think that's the picture, the picture yes.

D: But then what is what, is this the tile or is this the?
L: Yes, | think this is indeed tile.

D: Yes, yes it also looks like a tile. Okay, yes voila, so that's not quite there either, actually that's a
bit like ‘image main menu’ and ‘image training itself’ actually | think.

L: Yes, yes indeed.

D: Hey, image in menu and, voila. But I'll come back to you, I'll stop the sharing huh, is that okay
Laura?

L: Yes, that's good yes

D: Has this helped you now?
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aren't clear. So now | mainly go with others, | have several user tests and see what people
encounter the most and what is most unclear. And then | go, yes of course | can’t improve
everything, but | also look at what is most important actually.

D: Yes, what | would recommend to you is to schedule another session with [name], my
colleague, because he is very good at those things and he has experience with building

websites. And | think she can advise you. It's hard for me to advise because | don’'t have a lot of
experience with that, but she’s already built things and she might be able to make suggestions,

so if she succeeds | would really try to push for another session this week or next week. Because |
think she can give a lot of useful information.

L: Okay, yes.
D: | was maybe useful as a layman, wasn't |, because I'm really like that, things not at all.

L: But that's also useful, because | do have Friday with someone who makes essential very often,
but who also still has all kinds of things he runs into and I also have Thursday with someone
again. So | think there are different ones, because there are also a lot of different users and of
course everyone has to understand that in the end, so | think it was quite useful yes.
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D: Okay Laura, I'll scan the paper later and then deliver it to you.

L: Yes, all right, yes thank you very much anyway.

D: Yes you're welcome, you're welcome and thank you for guiding me through it calmly.
L: Yes, no you're welcome.

D: Okay, have a nice afternoon

L: Yes have a nice day
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F.3 Transcript Usability Test RMMBR - Translated

Interviewer: Laura van den Berg (L)
Interviewee: Product owner RMMBR (R)
Date: 22-06-2023
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[Introduction]

L: yes, | thought maybe we could do it better than in the test environment, so you can create
essentials as well.

R: Yes. Can | grab a mouse? | really hate
L: Yes

R: I really can’t do anything else. For me, it is also important that you have a very good research,
of course.

L: Yes

R: That something is done with it. What is happening now, for example, because yesterday | ran
into something at Vodafone again. | can also plug it in so that you can see it on the big screen, |
don't know if you like that better?

L: Oh yes, | can see it that way.

R: Yesterday | ran into something at Vodafone, so | posted it on Basecamp again, and then it
doesn’t work. But that's all, but okay. I've written it down too, so | have a reasonable list of things
I'm still running into.

L: Okay, great. Can you maybe, can you record your screen so | can see it later?
R: Yes, you can.

L: Yes, beautiful. In the admin panel then, can you go there?

R: | certainly can.

L: Is this the test environment?

R: Yes, from Vodafone, but Vodafone itself doesn’t work in the back.

L: No, you do that for them, right?

R: Yes
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course, there are a lot of points in the menu, so anyway users know, yes of course you know
what everything entails, but do you think the order is logical or does it not bother you?

R: Well, what | do wonder is whether it's the same order for all customers. | wouldn’t go well on
that, for example.

L: I think that’s kind of true, but not quite.

R: No, of course that's also because everyone has different ones. yes, for me it doesn’t matter, I'm
ee@x ca cUUa a84xQP4& 4aéY 24 Uad ag Ucaese Aadj|
for yourself that this is a logical order. But no, yes does it make sense? Yes, you could rather say,
I don’t know, because you are now going from small, which are essentials or even smaller toolkit
items, to larger and larger, learning paths, to even larger learning path groups. While you could
also say we start with learning path groups and then we make it smaller and smaller, because
organizations are then at the top again. Training, on the other hand, is listed at random, while
training is actually part of the learning path in an ideal scenario. So then you would rather have
tralnlng, essentials and toolkits together because those are parts of Iearnlng paths. Then you
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have organizations in between, which of course doesn’'t make sense.
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L: Yes, whereas organizations have more to do with users and groups | think.

R: Yes exactly, yes yes. So then you would combine them with each other again. So it makes
sense? No, I'm used to it

L: Doesn't really bother me, but not logically
R: Exactly, yes exactly

L: Yes. And if you were to say which menu item do you spend the most time in when you’re work-
ing, what do you spend the most time on?

R: Currently groups. Groups and users. That's because for Vodafone, for example, the job | had

to do yesterday, is that Vodavone had to, | want to gain insight. Okay, so Vodavone has a nor-

mal Academy and a partner Academy. And within the business partner Academy, that'’s this,

there you have, so that's where Vodafone’s partners work. In other words, you have a store and

you want to sell Vodafone as a product, that’s allowed, then you have to sign up and then you

become a partner of Vodafone. And those partners are in this. Well, within Vodafone you have

people working and they want to get an insight into their partners. So they want to see, okay,

how is my partner doing. Because I'm responsible for your shop, so you sell Vodafone, I'm re-

sponsible for that, so | want to be able to see how you train your employees, whether you also

follow some things online. Well, how do you do that? You now do that by those people when they
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your partner, your partner is called the IP group, congratulations you now have the IP group.

cUga iae RaVU U4 Uaa ¢U@
in the platform and you will be in it as a person on your own. As soon as your colleagues log in,
they are automatically added to that group. It's all automatic, which is great. But, the project
manager of Vodafone, he says yes but | would like to look in your group, so | would like to be in
IP. So what do | do? | have to manually go to that group, | have to select users here, | type in that
manager, | throw it into the group and then | make it manager.

L: Ohyes

R- EGRRY ¢UOcase O a4a4dcci ’
is very annoying to me, is what is happening now is that in this case [name] would like insight

into that group, [name] wants insight into that group, [name] wants insight into that group and

[name] wants insight into that group. Because they are always allowed to have insight into ev-

ery group that exists, in every partner, because they are, again, are above those project manag-

ers of those partners.

L: Yes

R: But the project manager of that partner also wants to be part of that group. So in the end you
get 5 people from Vodafone, as you also see here, you have a @vodafone email address at the
end, they end up |n that group. So |mag|ne you Iog into that group and you take a Iook at your
Uadaeaj lae Ua ca iaed a8a R@® a0UQ Oax @@ Uaeé iae

"
ésgexa(g Ign(afé)lgeoglﬁfrom Vodafone in between, that's ugly, isn't it?

L: Yes

R: Then you ask your boss, yes sorry who is [name]? What is he doing in our group? What does it
do in IP voice? | don’t know [name] at all, who is [name], | don’t know him at all. No, he works for
Vodafone, they keep a bit of a sneaky eye on us.

L: yes, that's kind of crazy

R: Yes, and that's what | was working on yesterday, because | really spent three hours on it, four

igeY Ox % 201V % paae 60030 060ai¢00aU Umisabacdé| B £idtdrom Vodafone with which people are allowed to see which group and

| had to put it all in manually. So if you ask me now, what and what are you most concerned with
right now, that's it.

L: Yes

R: Immediately a sore point, sorry.

L No,,that’s\%ood.
axXx aae lae

R: Yes. But yes, of course | think | know the solutions, stubborn that | am. What my solution would
be, which also works very well in groups. | don’t know how much you already know how every-
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thing works?
L: I've looked everywhere, but of course I'm not an expert.

R: Okay, well, with groups you have, you can create a group. You can create a group by hand.
Yes, then when you create that group you can create a subgroup, then you can create another
subgroup. The person who is in this main group can see what is covered. So if you are a manag-
er, you can see what that entails.

L: Yes

R: In the ideal scenario, you create a new main group and you have all the groups that existed,
because every time someone logs in, a group is automatically created and you pick up that
group and drag it to the right main group, or the people from Vodafone who are only in that
main group and then you can just say, Okay, but these people, this main group, these people
are all allowed to see, so then that subgroup is added, that subgroup is added. It doesn’t work

c0Oc 601 %c a4Ri éaabay 1ae 004 0400¢P O adUa Uaaea ae
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a new main group and then retroactively place that subgroup under it. Well, that. Is very annoy-
ing.

L: So, yes
R: Do you get it? Should | draw it, or do you know what | mean?

L: Yes, it's more common so that main group already exists, and if you create a subgroup, you
can’t add that subgroup to another group later

R: No, you can'’t play with it, you can’t drag. Look, if | have a group, you have groups. And look, I'm
going to draw.

L: Yes

R: It's just frustration of mine. Every time a partner logs in, it is automatically created. That part-
ner is created. You're in the ‘IP’ group, which is created, super fun. You're here so IP. All your
employees who log in will automatically end up in this group. Vodafone says, oh responsible
inside, this is the partner. The people at Vodafone say, oh yes [R] is in charge of the IP group. So
what happens? | get to look into that group. What should be done now? Now | have to put [R]

in that group. Then you join that group, then | have to, | make [R] manager, asterisk. And that's
how | see what's going on in here. But, | also have a manager, that's Bob, nice name. Bob gets to
watch how | do it and how my partners do it. How do you get Bob to understand my partners? |
do that by adding Bob to this group.

L: Yes, and that doesn’t make sense then

R: And then make manager. In other words, | have some partners where there are two people
working, so there are two people working, you and your colleague. And there are four people
from Vodafone in it to keep an eye on them. That's ugly, right? | think it's ugly. How can you solve
cOUzxY 600¢c U0 0004 xgélUae@x2 »aé 004 1aé & Ucg2?2 %ee UU
allowed, that exists, you can just create a group and if you have a main group you can auto-
matically create small subgroups after that. And every time you create a subgroup, you decide
who the manager is. Well, within those subgroups you can create subgroups again and so you
can basically go on forever.

L: Yes

R: And, within each step, you decide, who is the manager? So who gets to oversee the following
subgroups? In other words, when | say, Bob is going to be in this group, [R] is going to be in that
group. And then I'll hang those partners underneath this, so here comes IP. Then it becomes au-
tomatic, Bob can keep an eye on [R], [R] can keep an eye on IP, Bob can click through on [R] and
then click through on IP. And IP doesn’t see [R], he doesn’t see Bob, IP only sees himself.

L: Yes
R: Can’t, doesn’'t work like that.
L: But would this be the right solution?

R: This is the solution in my head at least. And how can you achieve this in a very simple way?

94

iaey iae 004 04goO¢w

o

adla

lae 0490c¢c@ O a0U4a Uadaeay aea Ug Uae O0ecaalbcUOORRI 04@0c¢c@x ¢cUQ aaadac

I click on ‘create subgroup’ and it says, gosh this subgroup already exists? ‘Does question mark
exist’, or is it a new subgroup? If it's a new subgroup, you can just create it by hand, if it's an ex-
isting one, all you have to do is click on it and it will hang underneath.

L: Yes
R: Fixed. And this is very important to me, it takes me so much time.

L: I'll take a picture and remember it.

R: Well, you have to. You have a hundred things that people run into, but if you ask me ‘what is

4.8 &R hightsamAdFance?” then | think this is my biggest annoyance, because this is real, this is so

URRAUUOOR; ¥ ax Ug URRAUUOOR;
L: Yes, | getit

R: Because you can create main groups. | can then create all kinds of subgroups, but you can’t
do something that already exists. Imagine, now we have a lot of groups within Vodafone, don’t
we? Look how many groups are consuming, 50. And that then consists of two pages, well, oh 86
groups we have. The one by hand so, oh this is the, | was just going to say, we have a lot more,
but this is the wisely environment, we have a lot more. | have 145 groups.

L: Yes
R: With which I’'m manually doing these kinds of shitty actions every time.
L: I don’t see an overview of who's in what.

R: No, you don't see at all, you don’t see which is a subgroup and which is a main group, you
don’t see anything at all.

L: Oh yes.
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R: Because this, | happen to know off the top of my head, because | have to work with this all the
time, is that manager, that's a main group and they have these as subgroups underneath it. |
know that off the top of my head, but you can’t see that, because when | click on this, you sud-
denly see that there are subgroups here. You see? Subgroups.

L: Yes

R: But if you just click on this, so I'll click on one of those subgroups, for example, this is a sub-
group. Yes, you have no idea what the main group is.

L: No

R: No, it's because | know it all by heart and that I've made an overview for myself, | happen to
know that. But yes, if you go in here as Vodafone and you say, yes | don’t know who is watching
this or who is here again, you don’t see anything at all.

L: No. Okay, yes good point.

R: Well that, that's my biggest issue. That's what you asked, where do you work the most, well
currently here.

R: Challenge is something we always use at Vodafone and at DPG we are now going to use it
too, yes. Only what | personally miss, | was often asked, oh yes how many questions do you have
to get right? Or how often can you do it? Or things like that, you don't see that. How many ques-
tions should you have at least. It works at DPG, for example, where you can just delete questions
from your challenges, here you can delete them. Because a challenge is not, the minimum
number is not, | think it has been removed from my head, | thought, something like that. Voda-
fone must have at least three, look if there are three, then you can’t remove any more. Because
then, well, they're already there. Because then they are in use, so to speak. Anyway, I'm missing
the extra information here.

L: Yes, you have to have at least three here.
R: Yes, what does that challenge entail?
L: Yes

R: Now you saw that it said ‘delete’ here, | wonder if that will go away soon. Behold. Now it still
says delete. Now I'm curious. Behold.

L: Ohyes

L- iGeY apOij 102y % U0x &=c OUa=zga ca Uabee aa ®aad pUax aU GeaedaclORe Oax BgA"‘;‘ét’l@":@h@d%%@Bu’i?dnisgone,becauseyoucreatedthree.Andthesystemsays,youhavetohave

R: Yes, | see. | get it.

L: So yes, can you just create an essential?

R: Yes.

L: Just do a tutorial.

R: Yes, it's nice that we also have assignments, no one has ever made that before.
L: Oh, don't you ever use those?

R: No, and training, this doesn’t work.

L: Yes, because | found that training, because others don’t have those workouts, because train-
ing is also a different cup indeed. So you don’t use that training there either?

R: No, yes nobody knows what it is. It's just a mistake that it says, | think or something. | can try to
0&400¢@ Ugj pec ¢U4a iae Yeaee UBc ¢UQ 20a@ RR Ua O 04 GaeaedacUOR;

L: Yes

R: training, location and duration, but you also have training here. Anyway, it doesn’t matter. We
create a tutorial.

a»

L- yg00ex=@ ¥4 ORaea ¢cU0aeUl¢ ®ayY éUi xa 1a¢ U0OéD ¢ca OUaaew eUUOU a4 iae x
ate essential and then self-study, assignment, or yes you don’t use the other one anyway, so it

doesn’t matter, but

R: No, but others, for example DPG do use scorm and so on.

L: Yes.

R: They have LTI links, scorm packets, so they do use them. Only a command only no one uses,
almost no one. Should | just move on?

L: Yes, go ahead.

R: Do you want me to do any more search terms? Also ugly, by the way, you see? That it falls
over each other. Nicer.

L: Yes

R: Test material, yes we are going to share it in material. Do | also need to create teaching meth-
ods or what do you want me to do?

L: Yes, a challenge and a teaching method or something. Because what would you do challeng-
es for, do you use challenge often?
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at least three to get it working, because otherwise you can't take tests. Because a challenge and
a test consists of at least three questions per essential, so if you have made three, he says, well
that's good, but then | can’t delete them now, if | don't want a challenge or whatever, then there
are always three questions in it.

L: Yes, and so suppose you don’'t want to do that anymore, then you would actually have to re-
move the entire essential and then again?

R: Yes, or just turn off the challenges, but it's very ugly, you can’t go back. So that option is not
given.

L: yes, that's really crazy.
R: Nice, isn't it?

L: And where, for example, [WBCSD], it also suffered from the fact that it keeps going back to info
every time you make a challenge.

R: Yes, every time you create a question, it goes back to the beginning. Yes, the same with the
teaching methods, | think you have that too.

L: Yes, and that you just have to know a lot of things by heart, that one has to be correct, and
that

R: Yes, ngw you're back on info yes, instead of just continuing here.
Yéae¢ Oad-

L: yes, what | also found crazy is that you can edit this kind of thing when you’re not in editing,
and if you do click edit, you can

R: Then you can only edit the main menu again, yes.

L: yes, | thought that was crazy too.

R: Yes, yes because then you can't click between those things anymore. You can’t go there any-
more, no.

L: No

R: No, that's since the last, or second-to-last update.
L: Oh that wasn't before?

R: No, no that was since an update anyway.

L: Oh now you can delete it again?

R: Yes, now | can delete, because now | have four. So now I’'m allowed to delete one, that makes
sense and now you're not allowed to delete it. It makes a lot of sense, because you always have
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to have three in it to get it working. It's just weird. In the beginning you are allowed to delete L: Just the second sentence on a new line
and once you have three, you are not allowed to delete them. | just don't think it's that way, just

doesn’t make that much sense. R:yes, you just want to be able to play around with that, because | can open any Vocjafone thing A .
Oax ¢cUD4 1aéaRBR =B éUOc ¥ adO4j ca4abPY Y4 Yéae¢ aOaxaalRi ORUOP a4 ¢cUY a
L: So you actually have to have exactly three? live, isn't it, so this is just really how we built it. Well, here you see, this is text with image, the work-
ing method. And here you see very nicely in bold, entertje, you know, you can nicely format a bit
R: Or more, three or more. of text, looks very nice.
L: yes, okay. L: Yes
R: Because a challenge takes three questions per essential to make the challenge work and R- EGRRY 146 004 aR01 eUcU cUO¢ aa® O RUGcR@ OUcY 4@y agy eaaxgaUen; /
therefore there should always be at least three questions in it. with the previous one, this is the subtitle. | can’t play with that, so | don't like this sentence that's

already been attached. | actually want to have that underneath, so I'm not allowed to play with
that. Yes, the same applies, look ‘standard’ or additional. By now you know a thing or two about
R: Yes, | certainly can. Am | allowed to express my frustration about this or not? business internet pro’. This is the question, which is not the same as that previous sentence, so
you want to have a little bit in between.

L- i@e apOij 104 1a¢ ORxea 04a@0¢c@ O UaOOAax?

L: Yes
L: Yes

R: Why does it have to be four? ) ) ]
R: Or make it bold or something. You can’t, you can't put a subtitle, you can’t format text here.

L: Yes, that was indeed what [WBCSD] said. You can’t choose a different number )
L: yes, good point.
R: You always have to have four, always have to be four. Oh | didn’t enter any text. What | really

like is that this is made. R: Yes, and that in itself is in terms of, if you look at it technically, you think, yes, captivating
doesn’t matter anyway, but didactically speaking, and we are of course a didactic compa-
L: Oh, that one doesn't necessarily have to be good then. ny here, we are of course looking, how the learner best learns, is of course very bad. Because
. . o . L nobody, if | give you a whole piece of text and you just want to keep going, you don’t read the
R: Yes, that's nice. That also saves a lot of nagging. Yes, only what is, if we can whine for a while, if whole text, you scan it.

you look at it, then, | have now said, not one has to be good, right?
L- AaY 1ae Raab O¢ ¢cU@ OUUUQeaec GRPBaBace &g

L: Yes
] , o . R: yes, so if | just scan, | don't even have to, | probably don’t even read that introductory text, | just
R: Thar's what | said, just informatively. see ‘what do you think the answer is?’ and then | move on, because you scan it, you don't read it.
L: Oh, they're all incorrect. L- igeVy al Oacaed 1ae aari ax aec ¢UO¢ pUax aU ¢0UA&U e0@a iae éed UcY ac
R: Yes, while literally in the teaching method itself it says ‘informative only’. noticeable.
R: Yes.

L: yes, so that shouldn’t be there at all. It's just information, incorrect or incorrect.

. . : i i 2
R: Yes, but if you're so, you can also choose to do everything correctly, for example, you can also L Okay. Do you have any more points, or from other working methods?

do it, then it looks like this again. Then you will see everything correctly again. R: Well, this is the subtitle that comes back to everything. So it is. Let’s think about it.
L: Yes, but of course that's not informative either L: Which ones do you use often? Or are there others that you don’t or hardly use?
R: It's informative, it's not correct or it's incorrect, it doesn’t make any sense. R: We don’t use PDF downloads very often. That's because we prefer to incorporate the PDF into

the text. So what happens is that we, | think it's nicer to put a link in the text itself and then paste
the PDF download into that link, than a separate working method. Because then you also get a
picture next to it and then you can play around a bit with how it will look and stuff. So we don't

R- 10y 4ay eUc¢0 ¢0U&Uz= RUPD ¢UOcY 1aé U0EQ ca RB Ua Bé@Aaic0UAUY 1ae OReOIe U0ED ca OusePBF teachipemethods very often. Well, deep dive sometimes, because if you do have mul-

L: yes, good point. yes, so this kind of thing, you have a lot of things here that you have to know
by heart, say, you know | always have to, if you don’t have informative, always one be correct.

and you don't know that kind of thing, it doesn't say it anywhere. But | do think that he gives it tiple things then of course you also have 6 links in it, which is not nice. Yes for the rest, since we
back very well if you haven’t done certain things. | think that's really the advantage of Blocks. are of course didactic, we try to use as many different working methods as possible. That in itself
Because if I'm here, for example, if you. is that we use all working methods. Yes audio a bit less than the rest | think. Yes, but for the rest
pretty much everything is used. In hotspot itself little, hotstpot itself a lot. Yes, for the rest not very
L: Yes, that. little. yes, with open question, but look, this is exactly what | mean, open question, you see, input

e A .. . L . . . o o . BRxY Y% aaRl 00é@ OY i0ae v 604c ca OB OORD ca ardi Ugady v é0ac eaadcl
R- ¢aabPY cUU=j B'RUAO00ax UcWa ¢Péc aeee OY ®adJOU Oxa EGRRY cUPa iae Paaé 1ae UOed ca §a&P GHMLD Y
so | think that's a really good thing. If | may complain again, what | think is a shame is, you have
04 Uaaec ORx Ugaw Oax Ugawg iae 004 aROi é@ai aUO@RI éU¢U RUUY 04w iae ¢Ugaday éUcU O 1Ueé Bbyodikageanyother pain points, from other working methods?
between, or italicized or bold you know, you can play with that. With subtitles, here’s the title, well R o ~ - o N ~ R L o
with title I get it, because title is always just the same. With subtitles, with this, I'm not allowed to R- %a ¢Qédase aU €adplauU agcUaxaeyY xUU OeR¢ aUU ¢cUQ cad au ai UGOxj % ¢UU

xa ¢U0O¢i EUQa@OeY 60 xa O Bac aU ¢lagdeVy 60 201 ROPRAe 040 ORR ¢UPaed Ua00&xe OO0 aecPRISLROARDSIe0igah & that every customer sometimes wants adjustments to the working
aR@i TRUOP aa O R&0O0&x ¢ca U&d Ucia EQA&l aU0OD -ecOU0 204ac@a0@ nec 600¢ 00aadae Uae ¢UORelzpdyorddhis@anaxpansion and that is then not implemented on every customer. So, for

you want this, this one is there, but well with mpc questions or with tick questions you have the example, DPG, they wanted a landscape and a portrait image. Yes, | would like that for Vodafone
same, you want to put this underneath. too.

L: Oh yes L: Yes

R- 1ae xaadac U00ég ca Raab O¢c c0Uae 240y 0300exe@ Ucae ORAGOxI ¢c0B4a@ eUcU ¢cU@ Uaddaxy Béthinkthat's a shame that Blocks isn't automatically added in every update, I'll just say. Be-
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O0e=x=w éUil xa®ae EaxOUaag Ucae@RU U0éD ca aOb@ 04 0aarRU0O0Oc¢cUAa4a Uad Ug dacY 80 éaeRx ORayasd Eee.&eB Osay-here too, yes never thought about it, no idea. | always do it like this.
scape images. Those people have no idea, | have to tell them that again ‘you can also have

landscape images’. They say ‘oh really’. But with DPG you have that here is the image, here is the L: yes, the longer you use it, the more you just don’t think things about it when you already know

text, or here is the text and here is the image and then you can decide for yourself whether that how it works.

IS below or above it. yes, I think it's a nice feature, because it breaks up your page a bit, so I think R: No, exactly. | do think, so you have this, | don’t really understand this. What added value does

it looks nice. . . o X ; . )
this have? Can you click out of the organization, well, okay. | don’t care if you turn it off or on it,

L: Yes you can see it anyway.

R: That kind of thing, | think it's a shame that it's not Block’s generic. Or with audio | think, yes with L: Yes indeed

Oexlay caigae ™ ;400U é0a «20Ux Rige 60 ax OexUa éd4&i OadUAU aaeéy &g
add a picture, so that we can show who is recording the audio’. For example, if you're doing a

podcast, it's nice if someone sees the photo of the person who recorded the podcast. Just to

make it a bit more fun. So Loyens & Loeff had it built. Yes, Vodafone has to apply for that itself

eaeBx BUPY ¢a O %: Qo?tﬁe@it fakes up space or anything, that it makes you less oversight. So yes, oh you can
also switch places, well that’s nice. | can’t select by type anyway, so what's the point of putting
this at the front.

deci 1@y % eaxBaaecO0ax ¢UO¢ 1ae 004 a0Ob@ a4aa@i Uadaa ¢UO¢Y v eaxg8ecOax ¢UOg L: No, indeed.
L: Yes, with some things | understand of course, that not everyone is the same, you don’t want to R: I mean, | like the idea. But yes, I think it's quite logical that the title should be at the front. Any-
have all the options with a customer who doesn’t use that, but with these kinds of things way, if you say no | would like to have organization at the front, what added value does this have

. X o ¢
R: No exactly, but yes, it's just a supplement, so then. It's not that it's less or better because of if you can't select on this? | personally think.

that. It's just an addition to, so | think you can just assign that to anyone. Yes, of course that’s L: Yes, yes | think so too.

also kind of the idea of Blocks, every time a customer buys something that other customers

can buy it afterwards as well. Of course, that's the plan. | mean, in the past there was no per- R: And, while we’re on essentials, I'd still like Max 100 if | could.
formance, then DPG had that built and then when Vodafone started working then they also got

performance. L: Ohyes

L- iGae abOij 104 1ae OR=eaY 201V 4ax cecadloORae 01 e2Val ¢cU@ =adc Oeccaa Uaec@Ox aly xa ik Seguss yedavgmax S0 now, | like 100 better.
it? L: And if you look at where an essential has been published.

. 2 el il .
R: The sort button? No, not really. This is what you mean* R: Yes, | do use this.

L- Yes, you can also sort by title. L: Oh yes. Or if you want to publish one, do you use that button in the list or do you go all the way

R: Sort by title? Oh this so, these things? to the essentials?
L: No, it's more that it's in alphabetical order. R: Jf | just built it, then I've allreadyApuinshed itAthArougb tpis top feature. But if | have to takg some- o A
¢0U0auU au Uagy OPO00e=d ¢cUO¢ UO&adéae ®aadclagde O¢ EaxOUaady ¢UO¢ ¢U
R: Where do you see that? ¢cOU0aU; U ¥% U0¢é@ ca ¢cOP@ U¢ aU UagyY ¥% éaeéRx xa Ug ¢cUUe &0ij
L: yes, actually if you just click on title. L: Yes, and if you miss an overview of what has and hasn’t been published, can you see that
somewhere?

R: Oh yes. I've really never clicked on it. Why can't | select based on this?

R- AaY iae 00dac 29D ¢UO¢; va OO4dagc ORUOP ¢44¢e0RUx=0@x Uaa 1ae; 18=eVY Y &
L: No, you can’t. the option here with published, check yes or no. Yes, that's true, that’s for me, it would be nice
to work, yes, if | knew that now, it would make my job easier. Because | don't know in Vodafone

R:yes, ugly. This would have been pretty handy, organization would have been pretty handy. what exactly is live and what is not. Yes, what has been published is quite useful to know, yes. |

L: Because, for example, if you're looking for the latest one now without searching. also recently found out that some essential just wasn't live, while it was allowed to be live. That
a0a 20Ux RYv OO4dag ax OaiclUAU O0Oaeg AUO&Aa=aUg Oaielgaga; EVUDA v g4
R: How do | do that? published it. It's been there for a year, but yes, I just forgot to publish and then, yes that’s just

A e “ . 3 . . . . N L N . . really possible
L- ¥ a@04a UU 14de Yéaec¢ €0ac cd éax Ug Ua ¢cUD RUeaxcY U4é x& ide ax ¢cUQ RO¢cWaec 4402

. . . . L: yes, you just can’'t see that anywhere.
R: yes, | just type in the title all the time.

R: No, you don't know. You have a very long list, with a lot of things. So yes, it's hard for me to go

L: Oh, yes because he’s, now he’s the last or the latest, he’s always at the very back. through them all.

R: Oh yes, if I had to look for the one from just now, | would have gone here and | would have L: And you never used the commands, did you?

clicked it here. yes, | can’t do that anymore because I've clicked the title now, so now it’s ruined. |

guess. Anyway. Yes, I've clicked on title now, then | can’t go back. R: No

L: Yes, now it's back. Okay, so that sorting works badly, but you don’t use it anyway. L: For assignments, for example, you can't create a challenge, which | thought was weird

R: No, but | do know that he will be the last one, so of course you will go for that. R: That's very strange, yes.

L: But do you think it makes sense that it's at the back? L: Yes, and for the rest, | had some things about navigation. But | don't think that matters to you,
. W o . . . i o . . A but that, for example, that publications is a separate page and not, for example, next to working

R- 10e2Y iae ¢UUabP Ug aObP@ex® adald &Waxe@d UU Ug OdaPde ax¢Y ilae agoOaz methods.

L: Yes.

R: Yes, that you have to click on it at the top instead of just having it to the right of this. That it's
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listed here, you mean?

L: Yes

R: Yes, | see.

L: And that ‘mark as updated’ do you ever use that?

R: No. No, that was made for Vodafone itself. Because you know what it is?
L: No, I've clicked on it once and it says it's been updated.

R: Yes, and then nothing happens. But if you have it, then it should say ‘updated’ here and my
progress should go away. | think that's how it was once conceived, but it doesn’t work at all. |
think my progress should go away, and then it should say ‘updated’ here. In other words, | have
such big changes. Because at Vodafone, what happens, for example you are now selling a
Vodafone fast package, does not exist but well. Costs 50 euros. Well next year the package will
cost 75 euros, so you have to learn that it no longer costs 50 euros, but 75 euros. So that's going
to be adjusted in the essential, so I'm going to click updated. So your progress goes away, be-
cause you have to learn it again. Because you have to learn that it was 75 euros. That's once the
plan, but as you can see, it doesn’t work. But the idea was fun.

L: No, I don’t think you can go back once you've clicked on ‘mark as updated'.

R: No, don’t mark anymore. Yes, but that, | can click on it often enough if you want, but then noth-
ing happens, so if you indeed want to write it down, | would love to.

L: Yes, because what | actually found really weird, because all those things in your ‘preview’,
‘publication’, you go to another page and in ‘mark as updated’, if you want to try it out what it is
or something, then you did it in one go.

R: yes it's just click, boom, yes.

L: There’s also no ‘are you sure’ or anything.

R: Yes, | agree.

L: Okay, can you now add the essential to a learning path?

R: | can. Do | have to create a new learning path or can | just use one?
L: Yes, you can use one, it doesn’t matter.

R: Nice. It wasn't, | don’t remember what it's called.

L: Actually, it would be nice if the newest one was at the top there too.

R: Yes, or that | can see more. Because if | don’t remember what it's called, then | can’'t do any-
thing, | can only do it.

L: Oh yes, you just want to see the full list.

R: Yes, I'm only allowed to see this. So, I've had times when, for example, at Vodafone everything
is called internet.

L- 1aé Yéaec¢ OO4dac ax Ug?
R: Yes, that’s not all, there are many more that are also called internet, but | can’t click on them.

L: Yes, | think I had that in my list as well, but | thought, | don’t need to test it, it just needs to be
improved.

training. Because as a didactic company, we naturally want you to do part online, that you then
practice physically. Hey, so I'm going to practice the training itself once in practice and then do
a part online again. And only then do you take your test. That's the best part, that it's blended.
This is not possible, but it is allowed in DPG again.

L: yes, that's crazy.

R: So | asked [product owner Nerds & Company] once, got the answer ‘oh yes, that template was
never made for Vodafone'. | think, yes, but why not? Because you do have, you do give the op-
tion for training. It exists, training exists, learning paths exist, we just paid for that. DPG has paid
exactly the same, because they have also bought training courses and learning paths and they
are allowed to do that and we are not allowed to do that.

L: Yes

R: Don't know Vodafone, so works around it, but it's still, | think it's crazy yes.
L: Yes, indeed.

R: | run into so many things, dude.

L: No is good, then | have something to do. What was this point again. Oh yes, that if you go back
to the learning path now. Here | also found a bit of the navigation. Yes, that it's all different pag-
es instead of also, maybe tabs, that you just go from info to managing content more easily or
something.

R: Yes, yes. It's not like an essential, no.
L: Yes, but | don’t know if that bothers you.
R: Yes, it's

L: It might go a little faster.

R: Yes, as | say, it's that I'm used to it.

L: Yes. And what | also do, | don't think you’re bothered by that easily, but what | found crazy that
is also listed below, the content that is in it. Do you ever watch that here?

R: No, I've never looked here. | just happened to see it.

L: yes, because now if you're thinking oh this is here, | want to change this, then you click edit and
then it's not there anymore.

R- 104ac xa 04aicOUAaUY aay iae 00é@ ca Ua ORR ¢cU@ 601 OOOP ¢ca ¢cUDB caa
here.

L: You, so | would think again, oh | want to edit that, so I'll click edit and if you click on that
R: Yes, if you scroll all the way down again, you think it's there and then it's not.

L: And then it's not there

R: No, doesn’'t make sense no

L: Do you ever use the dynamic learning paths?

R: Have I, hey | didn’t even know that was possible at Vodafone dude.

L: Yes, because at DPG it was interactive and here it's called dynamic, but | think it's also slightly
different.

R- i0ae; A48 O RcBa&Y 0000eae@ UU iae xadac Paae ¢cU0@ cUcRBY iae O0Oaac xa 04aicOUAU; AOIO QD | RreDYEC, dhe@rd that's new. At DPG, we've used that, sure, but that’s something else. So what

by or something, | know a lot, tutorial, or last published, or | know a lot you can click on, but at

RPOe&e¢ ¥» OO4 xa ®aa@clUUaU; pgOOexe@ daéY UU iae xadac baae ¢cU@ ¢cUcRD

L: No, indeed

R: Then you have to go back, you have to start looking again. Small side story, so you can also
add training courses within DPG. And that's not allowed at Vodafone. yes now in the test envi-
ronment or something. Oh these are those workouts in the essentials, but not a workout as in the
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is it called at DPG?

PgeOOc¢RIY 1ae OOééLg ax

Uci .
- Yes, | think it's interactive.

R: Oh yes. We have had interactive developed in-house. That's a card we made, fun to do once.
Have you been through it before?

L: Yes
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R: Cool, | like it. L: Yes, because | think that was possible somewhere during training

L: But | also had a few things about that, that | thought okay you have in one page you have that R- 1@y x@ aU¢@RIY Ua e2@exUade; 1ae 004 0adi ¢Uga OUOU4&; "ax ORxea xTRY
map and if you want to change that then you have to change it at info and not at just cancel it and you can copy it. But that's not allowed with learning paths essentials and I'm not

) allowed to delete them. All | can do is unpublish them.
R: Yes, and | would also like to be able to show that map on fullscreen and stuff, and a lot of

things ugly. When you come back from the map, when you've just completed something from L: yes, oh | hadn’t even noticed that yet. Yes, good ones. yes, | think that was kind of my point that
the map, you return to the learning path and then you start at the top instead of just going back | had.
on the map and then moving on, then you go back to the top, you have to scroll down again

and then, well that sort of thing. But dynamic learning paths are new, it's only a few weeks old. R: Okay.

L: Oh okay. L: Did you have a list?

R: So that’s that you, we’re not using it yet, because Vodafone necessarily needed it, so they built R- -@ aUc@RiIY ReUO¢ Oa v e3d OUOU4&xcaY aOx@ U4 ¥£¥¥Y Yaa ecURR deaalau
Uc a0ORRI 4eUOPRI Oax aae ¢U@iad® axUaU aec ¢cUO¢ ¢cU@iadad 00ceORRI dac a@0Oxi Uaa Ucj U H@Yitedalo U x
for it. But the idea is really nice, so that you can show certain groups content and not show cer- .
. . g ) . . , L: Yes
tain groups of content in the same learning path. So we’re going to use it, so | don’t dare to say
yet whether that works well, because I don’t have it yet. R: Possibility to see participants as a trainer. yes, that's very funny. We have the role of ‘trainer’
within the platform. So, | can show this in the live environment. Anyway, | can also explain. You

L: No, | see. And suppose you were to create a standard leaming path and you think, oh I actually have the role of ‘trainer’, what do you think you should be able to see when you are a trainer?

want a dynamic one.

R: Yes, I'm a bit shocked by that, yes, that's not possible, is it? | can’t suddenly make learning L: 1 would say when the trainings are and who participates in them.

paths that already exist dynamic. R: Yes, yes, right, whoever participates in it, nice answer. So I'm going to my training, you'll see

L No. | don't think so scheduled sessions here, two, so I'm hoping people have signed up here, pending you can't click
T on it. Registrations, 6. Oh, now you can see it here. | swear this. Maybe this has changed then.

R: No, | think that's a shame. Because you may, ‘you can now see training, how long, how many registrations, but not who has

A A reglsgered'. We]l, | can see now. Couldn’t see you, I'm 100 percent sure. Well, works well.

daaxe@ &decY aObP@ O R@OAaUAU )

O Oax aaRri ¢c0@ay i@ ke Nice, but what I do see now for example is that you are on the left, you now only have two

things in the menu.

L- ngO0Oeéed ¢UOcaee OUOUA ¢UOc 1ae UOED ¢UO¢ adx@a au iae U0éD ca
40c¢U Oax ¢cU@a 1ae daxc¢c UOéW ca OUaaed O0cedda eecOax00ax Oax xiald

o O

U
0

R: Yes, | also saw it in the functions that way now, when | created it. That | thought, oh that's extra
work for me. Because that means that in the end | will probably have to recreate all the learning R:Yes
paths that we already have as dynamic, because in the end Vodafone wants everything dy-

namic L: Seems logical to me to see, for example, all menu items, but for example gray that you can’t

click on or something, that you see ‘this is possible, but | can’t do this’.

L: Bverything, oh yes. R: Yes, it could be. | don’t know if that's pleasant. You can also say, otherwise they know that

R: Probably, which means that | have to ctrl ¢, ctrl v, ctrl ¢, ctrl v there is much more ‘why am I not allowed to see that?’, then you will get questions about that.
And now you're thinking ‘this is what it is’.
L: Seems more logical to me indeed to just do that one thing, just learning path, then you can

just click yes or no dynamic or something. L: Oh yes, that's possible too.

R: Look, it Igoks clickable you see, how funny. Yes, this was a problem, but maybe it has been
6gxY 0@00eae® cUDi ORexea 804 Vaca ¢cUOUa Oc¢ -A°j APOiIY 6@RRY 4aé@aalaxy
one, I'll take it away. ‘Run export to see which participant’. Yes, but they just have to buy this. Now,

R: You would say, because | don’t think it matters very much, but okay. Speaking of which, on the
subject of creating and deleting, please explain to me how to delete a learning path.

L: yes, | don't know if you want to look. You're Jan and | want to know who's on team Jan. | kind of miss the overview
, ) of who's inﬂwhat. Because you can go to that user. You don’t see anything here yet, so | haye to . A
R:No, you can't delete it. Ua ca OUe a8a R@Y ¢c0U0a v UO6ED ca 208aRR xaea Oax ¢c0ga v 004 200 Ugaw

L: With essentials, it was possible, wasn't it? a bit of overalls, that you can see who is sitting in what. Do you know what | mean?

. . . ”
R: Do you know what DPG does? If we're not writing down logical things. Ah, they don’t have it L: Yes, in which group?

anymore. R: Yes, because now | have to click everything separately again, look at everything separately
again or look manually per user, oh which group are you actually in. And actually, you miss a
button with ‘who is in what’, that you just have a very nice, well, just such a schedule and that
R: no, to ‘delete’, of that one has to be deleted at some point. What | do at Vodafone, if | have an you can then see, who is in what, with which manager, etcetera.

essential that can no longer be used, etcetera, and I think that's ugly, then I'm going to rewrite it.
So then | have a new essential that I'm going to make and then I'm just going to go with an old
essential, which we don’t use anymore, I'm going to remove all the text from there and then I'm
going to make the new one out of it, to prevent all kinds of things that don’t work anymore. R: Yes exactly, I'll just say that list underneath. Yes, that would be nice. Although you can only see
in which subgroup, but I've already shown that, right?

L: They just change the title to ‘deleted’?

L: Actually, it's kind of the same thing that you miss with essentials and learning paths. Simply,
this is a learning path, consists of these essentials, you also have with groups, consists of.

L: Yes, that's really bad actually.

R: The same applies, you are not allowed to copy, a lot of people like that too, oh those essen- L: Oh yes, so groups and subgroups and then again users.

tials are pretty good, just copy for example, and then rewrite and only then adjust things, that's R: Yes, and you don’t see any of that. I've already talked about those, currently you can create a
not allowed either. group, that's that story, ‘can you create a subgroup on your own, sometimes you want to create
a higher group’. You just can't take a step up. You can create any subgroup, but sometimes you
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want to. Sometimes | just create a group and it's called ‘RMMBR 1’ and then you say, well RMMBR ¢cUO0cae O0eRRaUUc; EUI OO4ac . OUO&UD Uc?2 ¥4 ax Uc é04i 2cabaug; va c004

we have team that, team that and team that, are the subgroups. Says [name], oh yes, | actu- texts, for example, we're going to go through an essential with a question in it. Okay. The ques-
ally want to see that too, | do want insight into it. Then you think, well then you want to go again, tion. | didn’t click any questions, you see, | didn't select any answers, and | click. Then he says, oh
RMMBR 1, that's the main group, but you want to make a group for that so that [name] is there. he’s already changed to Dutch. It was ‘given answer must be one’.

Because you also have RMMBR 2, so you want to create a group there. That is no longer allowed,

you are no longer allowed to take a step back, you are only allowed to go a little deeper each L: Oh

time.

R: But it can go. Beautiful. Well, the possibility of deleting content, | just talked about that too.

L: Yes, then you have to add [name] back in everything. L: Yes

R: Or | have to delete everything. Delete everything I've created, then create [name], then recre-

: ing i 2
ate RMMBR 1, then recreate the subgroups. And if the boss of [name] says, for example Hans, not R: Uploading images, has anyone told you yet?

the boss of [name] but by way of. If Hans says, | want to understand what [name] sees, | haveto o ) A o L: Yes, that you can only upload one at a time.

x@RBcO FéPaicUUAU OUOUAY ¥ UOéP ca 0ad0¢P »0adae adaxcY ¢U4a % UOéED ca Oad0c@ 1a0avdbyY ¢cUB4a ¥ UOED ¢a

create RMMBR 1 and then | have to create the subgroups. Isn't it strange, why can you go down R: yes, do you know how long that takes? I've built all of Vodafone, do you know how long it took
and then you can never go back up? me to put all those images in one by one. That's terrible. You can just throw a folder in it, you can

do that with anyone. Really weird.
L: Yes

. . . . ) L: Yes, that's right.
R: You can't build anything retroactively. Okay, ‘not being able to search for groups in dynam-

UO R@08alaUu abcUaeayY eaerx ¢cUO¢ O e@xY éaenrxaac ¢UO¢c OO e0x2 Eadw UalaU ca ¢cOP@ ORREnBRIYe i§ @sos@ipid, you can, no possibility to delete progress. Sometimes you want, just like

going to look at learning paths. Type, type of learning path, I'm not allowed to select on this. Be- this essential we just built. We just built this one, well I'm testing it and at some point | think, oh

cause | want a dynamic learning path, so | just want to look for a dynamic learning path. Here’s yes looks okay, but | actually want to change these questions, | just want to change the feed-

aag; AOaAOUEG Oaac@aci xx Oaac@ac) CUOcaae adi péc 1ae 00é0 ca ROxx Vaaeda; AOY ige ¢clUa0@Pra.86@ ORADOx1 RRPx Ua Pédai¢cUUAU aaeyY “aa aac ORR&aédx ¢ca xa Ug O
rible, this doesn’t make any sense at all, does it? Okay, do you know how those dynamic learning you just want to be here, | know a lot, or actually you want it here, with users. That you can click

paths work? a4 O é®= 04 % xadac baaé ¢UO¢ 1ae 004 Ua ca UUea a8a R@j cUQ4 1aeé =20@ UDAY

achieved, if you have achieved something, it is here. That you can remove that. Because you
just want some people to be able to do things again, and now you can’t. And now if you have
already answered, you are not allowed to go back. And maybe you have 4 open questions, that
it says, | don’t know, that you’re working with yourself with a few open questions, and then after a
month you think ‘well | want to try again, see if I'm better now’.

L: Sort of

R: yes, so you have content, for example content A and that’s ‘all about the hawk’ and ‘anything
for a smile’. Well, that's totally fun and you only want that your group, which group were you in
again, you were in the group IP we thought we had, didn't we? You just want IP to see that.

L: Yes L: Yes

R- ué¢ igaeVY iae 00aacYy 0000ecxD 1a¢aéd ORAGOXxI RR@Yx Ug Ua aa0@ Oax iae
want to have the option that someone sends, gosh can you reset my progress, because | want

ca ¢c&i OUOU4& a3 v é04c ca ¢Paec¢ Ug OUOU4&; 1ae OOaacgj *URRGx Ua Uae RRIx U
L: So you really can’t get anywhere. Uae 486 e@x Uadpeoday ageéega ORRaePx OUOU4| "ax a0i0Q %aé0 xaad é@BRB aa
take a look, what does it look like if the feedback is wrong? Because I'm a tester, so | want to test

R: Well, a lot of fun. Just search in 11 pages where it says IP. You just have to, that's how | have to
go through everything.

R- 1ae¢ 004dac ®2@0a0U Uaa OaicUUAaUY 1ae OOaag Rg¢@a OaicUUAU; what it will look like. Can't, shouldn’t. Must not be revisited. Ugly.
L: This is also sorting, by title? No. L: Yes
R: I don't have anything. R: That one. ‘Possibility to move essentials, learning paths, toolkits, etcetera, drag up or down, as

is also the case with teaching methods’. What do | mean by that? Oh yes, and | also think, by the

way, if you're admin, why isn’t that just here somewhere admin, that you can click on that? Why

&Hﬁ gl%shédmin- behind this every time? That's weird, isn’t it? | think it's weird. We
of differen Sla forms, don’t we? With other platforms this is just, if you are not an

L: Yes, that's very, very bad.

R-1gaY Oax UU 1ae 00é@ " UdaesdaaseyY &g péc ¢cUUe& Uee ¢U@ ¢cBaec aélaasaadgacyY Umedac Ucg? /Eéwoékh\%}g%)lt

i . . i . alo

ronment, | have a lot more groups. This was 45 and 145 in the live environment? Well, | don't lik . . . . . o )

tr(:at ent, Thave a fot more groups as 45 and 145 € live environme ell, I do € admin that button is not there and if you are an admin, or if you have certain rights you can click
. there.

L: Yes, actually, anywhere you need to search or select something, you can just put a search bar L- Yes

Oax O R¢pa WedaieUBAad;
R: Then you go here. | think what | mean is that you can put these in order. But yes, if you, as you

say, you customize these functions and that you can select on them more than. Hey, here you
are again.

R: Yes, if you just have that everywhere, then I'm a very happy man. It is very important. Adapting
the FAQ is still important. Doesn’t make any sense at all.

) L
L: Does it exist’ L: Why would you want to sort by locked?

R: The FAQ, it's at the bottom here. R: yes, | don’t know.

L: Oh yes L: But indeed

R: Well nice, and then here’s information about the platform. | have to give this to [product owner
Nerds & Company] and then he will upload it. What do you mean, why isn't there a block of FAQ?
What kind of nonsense is this? Why does he have to do this? | can do it, if I'm here, I'd like to take
away the word ‘question’. Well, do | have to send all the text to him again, can you change the
FAQ? He says ‘yes, that will cost me an hour’s work, 100 euros’. Yes, 125 these days, yes sorry, but

R: This is weird. But that you can change order here. And learning paths. Because | want to have
some learning paths together if | know that they belong together and all that. That if this is a

60x a4xgayY 0800eae@ cUOcae 600¢ Uc Uae 4a88Y Ucae O &0x a4x@48 aaey 0O¢
something new it comes in last. Then | would also like to be able to move it from place to place.
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L: Yes. Would you like to have the date of this as well?

L: Yes, there aren'’t a lot of i's, but some that are there, like this, are of no use to you.

R- EU@4a 60 Ug 04080¢@x2 1@y a4 ROxe¢ aaxU @xj IdaeyY 0000¢aed Ug xa@ae BeUacY ¢UO¢ UaU RANMO THASAIIA Gfgaéhat | think, actually. Those are my biggest points of irritation. Yes, just being

here. Oh, it's not here. It's written somewhere, isn't it? Here then, no. Somewhere it says that. The
metadata, here.

L: Yes, because then you might also be able to sort by date and then

R: Yes, created on, what's old, et cetera. | still have those. Oh yes, this one too, but | think this is
more, this is also ugly. If you're a trainer, you can, as | just showed, you can apparently see the
participants, but you can't click on a participant. So you can't see, because what happens in
training is that people have to do at least this and this and this before they get that training.

L: Yes

R: So, the trainer wants to see if they’ve done that. If this is not allowed, it does not have those
rights. He can't click on a person, see what they've already achieved. He can only see that the
person has signed up for the training. | think it's ugly.

L: Actually, you want to get to the overview or something, maybe you already have a check of
who has made it.

R: Yes, exactly. Yes, so you just want to be able to see what who has done to see if they can par-
ticipate in the training or not.

L: Yes

R: That one, yes and eventually there should be a Blocks light version and an XL version, but |
don’t think that's for you.

L: Yes, I've been talking a little bit with [founder & director RMMBR] and [CTO Nerds & Compa-
ny] of what do they ultimately want to achieve with Blocks, we talked about that a little bit back
then. But then | thought, yes, if that ever comes, then it has to be a lot clearer, because if every-
one wants to use it, so to speak.

R: yes exactly, you just have to, you have to be able to sell it easily, you also have to have an
easy entry-level model with just learning paths and essentials or something. That's enough for a
lot of people.

L: But even then, more explanation and so on.

able to delete things, you are not allowed to delete anything at all. Toolkits. I'm not allowed to
delete toolkits. Do you know what kind of mess it all ends up being.

L: Yes

R: yes, that's why I'm always busy when | think, okay we don't use this one anymore and I'm go-
ing to make a new one, okay then I'll just go with this one, then this will be another one from now
on. I'll just change it like this to avoid having 600 of those toolkits in the future.

L: Yes, yes really most things you think, yes that's actually super logical, just say it's crazy that
that’s not the case now.

R: Yes. And if you're talking about user experiences, about the back end, if you're working in
groups, for example, right? Because as you know, | work a lot in groups. I'm working in groups
and I'm now selecting max 50, and I'm here on the second page, yes? I'm at VGN, I'm just adding
someone there, apparently no one is allowed in there. Apparently there’'s an organization there,

4@ Oax vaa UaU4aUl ca Ua ca cUQ aagélaca aad; /£4a aae 1ae 0aagy 0aadagact

subgroup, so then suddenly you come back into the main group, I’'m going to go to the previous
one. | now have page 1 and max 10 again. Why doesn't it just stay, why don’t | just come back
where | was, here.

L: Yes

R: That's much nicer, when I'm here, | just want to go back to that exact page. Yes, then | have to
return it here instead of, oh no then I'm back on page one of the two. | was just at page two, so it

doesn’t make sense to me. That's for sure. Yes, | think | have a lot more things. Yes, and erasing
that progress is really important, | think it's really important.

L: Okay. yes, | think I'm just going to expand my list a lot with all the other points from other users
as well.

R: Yes, and then on one thing in particular.
L: And then let's see which ones are the most important, or the fastest, or

R: | agree that the most important thing is learning paths, essentials, the toolkit items, the train-
ings. I'll just say, being able to make a whole learning path good.

R- 1@@Y Yéaec O a0ae0OR O¢c ORRBj I@aeyY ¥ alaeae ¢UO¢ caay ¢UQ adagac ®aadaad RalUae Uad Uad ¢cyYBedaee cUag

Actually, you just want to, with a lot of those things.
L: A kind of onboarding, yes.

R: yes, just some of those pop-ups, like click here if you want to see this, nice to have you here,
click here if you want to see this. Look, some people, like myself, think that's terrible, they just click
Ugc ORR 0elij CUOcae 4@ 4ax xaag agair® 40O0ORRI RUPD Ucgj

L: Yes, or if you just haven’t done it for a long time and you start again that you think, oh yes how
do you do this again, you have to reinvent everything again.

R: Yes. And then, ‘images are sometimes blurry’. You can see that, because |, believe me, | make
sure the right formats are there, but you can upload a maximum of two MB. But with Vodafone,
for example, you can make a hotspot that is very long and if you are only allowed to upload two
MB, which | understand, because then you keep it nice and fast, but if you are only allowed to
upload two MB, then your image cannot be very large, very sharp | will say, then it will be very
blurry, because it's only two MB.

L: yes, it's more of a technical thing.

R: Yes. | think so and more explanation, because indeed, because | now have to explain to all
those people, what are tags and how does it work.

L: Yes, | also thought somewhere either some kind of link to explanation or more just those i's or

R- i@ @600cRIY Uaa 40 i0= UQ&0Y 10 404480 U060 44 Ux@0; iGa % AGO0RRI ¢cO0Uab ¢O0Uze augthR

ever, this really, this doesn’t make any sense at all.

108

R: The most important thing is that a learning path works. That's the head of Blocks, which can
make you good learning paths.

L: Because toolkit items, that is at Vodafone, but not at others | believe. Because that's part of
essentials, or is that

R- CUOcaese a04c aU O R@0&alaU a0¢cU Oax éU0¢ Ug O0OcelORRI ag@Oéaae Use ¢UOC¢

But they're here, if they're there, and those are just optional points. So, for example, that could be
a PDF that people can download, or a video. At Vodafone you have a lot of that, those handouts
that state what all the costs are and so on, they can download them extra. It's not something

you have to go through, but it's something people like to have with them.

L: Oh yes, okay.

R: Yes, so that's why, the complete learning path and | think that includes training, because you
also want to be able to do the training halfway through the learning path. | think that’s the most
important thing about Blocks, that’s the unique selling point.

L- iGeY aay ¢c0@a waa Ualal ca cOUap OOaec e0UOU aadaey 2000 %aBRR cOPY

come up with something for that and test it. And then, if | have time to spare, other points. Yes,
and eventually I'll see how much | do, and then of course I'll also have a list of what to do after
graduation, so to speak.

o(t;Jlg %sté%%llel E:he points that are there in one big list.

L: Yes, everything is almost impossible.
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R: No, okay, but overarching just from most points and then just looking, you can always get to were, yes or things that are just not immediately clear like, what's the difference between a, well

[product owner Nerds & Company] with, yes look these are all points that people run into, good . B A assignments you don't really use, but what is the difference between a self-study and an as-
ReOPb éUcU ¢cUO¢cj ¥aU 1ae U0¢é@ cla@ ca 2a0agy iae 004&a cadica & Ucg iaedae@nrRUY Oec % ¢UUa&P Ugignmert@aa chatte@ide eufkd g feaching method, just some more explanation or something.
write down all those points. In the end, of course, it has to become the gem of the L&D world. And of course, users get that explanation from [R], but if you don’t have that, or if you don't use it

e . . . o - Uaa O RaaU ¢UagyY ¢U@a iae UOéW ca Ueaw Ug ORRBR aegY v ¢cUUaP;
L- AAY cUdaQae x@ 4UcORI .ecURR O Ra&¢ 4aU aédada vaa U

. .. . . . . e e e A ey A . - o .. R:Youcan'tjust start building blindly without explanation, so to speak.
R- 10eY x@ aUcdRij EdeRx iae RUPY ¢c&d 2d00PbP ¢4 1dadaYQdO¢ aOaoOUPabyY aa lUadaeédxga ™ xUa®Ocaab2 Aa xa

you have any questions for me? Sorry, I'm too early. L: No, then you really have to do a lot of trial and error | think.
L: | don't really think | have any questions. Yes, probably when I've come up with new things, Project manager: But what often goes wrong, for example, is the challenge questions, the
ideas or interfaces, or | can do it again, or online of course, or you want to help out again? knowledge questions that are then uploaded in the regular piece. So then it might be asking for

. . N . ) an explanation of the challenge.
R: Of course. Sure. Big proponent of improving it, so sure, you can ask anything, always email.

) R: Yes, you wrote that down too, didn’t you?
L: Great, well | don't really have any questions anymore | guess.

L: Yes.
R: Okay, do you still want [project manager] or?

] ) o Project manager: Ah okay, that’s one | can think of.
L: yes, you can ask if they have any more, yes actually the only thing | want is just the problems

in the admin panel, | don’t know if they have heard anything from other users. L- A4 a0i0o OR=a Yeae¢ Ud ¢@8a® aU 40é0UU0OcUA4 44 aéY =4 ¢ca 2300PY ¢UO
, 7 ] ] things when you click on them and not in the overview. yes, which | think is a big point, that you

R: I don’t know, but we can ask her. I'm going to call Nicky. can’t see which essentials are in which learning paths.

L: Yes Project manager: Yes. I'll just open Blocks to get a little bit

Project manager: Hi, [name] L: Yes

L: Laura Project manager: There are a few things that come up that | think, yes sometimes that | think,

this is not so useful. But | have to think about what all that is. | especially notice that | sometimes
miss some information in the overview. Not everything is always covered. | don’t know, WBCSD
L: Oh yes, so | did a user test, you know what | do like? may not be the best example, but | can at least remember this from DPG. When |, [R], do you
remember that, when | was creating that content outline.

Project manager: | don't really know much, except that | had to sit there.

Project manager: Not a big deal yet, tell me.

R: Oh yes
L: Okay, so I'm doing my graduation project at Nerds & Company, on the Blocks admin panel, so _ ) ) ) ) _
vaa Yéaec PUax aU xalal UacoaéUgea Oax ¢ae@a ¢Baeclal aUU0¢ aaé ca ax aec e00¢ ¢U@ a0 URroestinagageroBagiihen, | often had to click deep into something before I had information

What users are up agair‘]stl and then a.bout Something, Where |t was published, for eXampIe, or,

Project manager: You give advice on that. R: Yes, we were talking about that where we were just published. Because you can't see whether
it's been published at all, yes or no, so then you have to click on everything separately and then

L: yes, and then I'm kind of, interface again, at least not a whole new interface of course, but just you don'’t know what it falls under.

glau ¢U@ xacee _ o _ _ _
Project manager: Yes, that's it in particular. Indeed, sometimes you have to open things very
Project manager: No, okay, the points for improvement, so to speak. often before you have the information you are looking for and you would actually like to have it

. at a higher level.
L: Yes, and now | already have a very long list and [R] also has a lot

L: Yes, of course you have a list everywhere, but not really an overview, you don't see things that

Project manager: Yes, it will be. are in other things.

L: Frustration points too. So yes I'm just going to make a comprehensive list of those and then Project manager: Yes
just choose which ones are the most important or the most annoying.

R: Actually, you want, look for that this is useful | think now, but if you click on this, you can turn
certain things on and off which you see in this list. You actually want to have ‘published in’ here,
so that you can click on it. That you just have a lot more options here, and then you decide for

yourself what you want to see and what you don’t want to see.

Project manager: You hear that most often.

L: Yes, something like that. So yes, | thought maybe you also know about customers or people
who run into certain things.

Project manager: | have to think for a moment. | don't really know, because often when people Project manager: | didn’t even know about this existence.

run into something, it's immediately something that doesn’'t work, so then it’s just a bug. R: No, but they’re all on anyway, so it doesn’t matter now.

R: But don’t you ever run into anything? When you're building, because you're also building from Project manager: Yes, that's why.
time to time. '

) ) ) ) R: But then it suddenly has added value.
Project manager: Yes, | also build from time to time.

. . Project manager: Yes, then it has added value.
L: Or things that just don’t go smoothly.

. . . , R: So if you have a lot more options.
Project manager: But what do | have to think about? That might help to get a mindset.

) . . ) L: Yes, because of course those four don’'t matter.
L: Yes, | had now focused a bit on essentials and learning paths. Well, points that | saw myself
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Project manager: No

R: Date created, date last edited, you know. If you can just determine all that kind of thing here
whether you see it or not, then suddenly you have something to do with this thing.

Project manager: yes, so in the overview indeed give more options to, yes agree. Because for
the rest. | can indeed still remember that from when | really had to look up everything. That’s kind
of a little hell.

L: Yes. And yes for beginners it is more, what do all work methods entail. Yes or indeed the sort-
ing, that the newest one will be at the bottom.

Project manager: Oh yes, and | can’t see which one it’s linked to in tags. So you can see at an
essential, these tags are attached, but at the tags level | would actually like to have an overview
of which essentials there, where these tags are linked.

R: Yes, what does it fall under. Yes, because tagging is really underused in that respect, at Voda-
fone too, it's really just what we do.

Project manager: Yes, but | think you'd like to see that here as well.
L: Yes indeed

Project manager: So yes, of course that also matches with essentials where you don't always
see which learning paths and so on, to which things are linked.

L: yes, and that's the same thing again when you said about groups, which your users are in, |
am in which groups and subgroups and all that.

Project manager: Yes

L: yes, that sort of thing.

Project manager: yes, that's it actually, because for the rest.

R: Yes, | had almost no points either.

Project manager: No, you work with it so much that | expect you had a lot of points.
R: I did have a list, yes. | actually have more to complain about than | liked things.

Project manager: Well, | think it's a very intuitive system, so you get the hang of it pretty quickly.
You do need to get an explanation, but once you do, it's not very illogical or anything.

R: No, it's not illogical, once you understand it makes sense, for sure. But of course, we’re also
coming from develop, so

Project manager: Yes, that might help too.

R: And another tool that's very illogical, so then

L: Yes, because at DPG, for example, it was like, yes it's really just not intuitive at all and you know,

well you get it because you just do it a lot, but at the beginning.
Project manager: yes, okay.

R: Yes, but we also understand the learning paths, essentials and whatever, why it is, and that it
is interconnected. That you create learning paths and that you can add things there. If you don’t
understand all that, if you're not from that world, then of course you don’t understand.

Project manager: No, that's true.

L: I also sat down with [name] from DPG on Tuesday, but she mainly did training, so then | sud-
denly went over essentials, and she never works in that. Then she was like, what's an introducto-
ry title, these are two images, what does one image do, how is it different from that other image.

R: Yes, if you don’t know.

Project manager: Yes, | think that's a fair point indeed. You don’t know which image you're using
for what. Sometimes I'm still struggling with that, that I think, yes which one has to go where.
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R: Content is when you open and tiles when you

Project manager: Yes, you know that very well, but you would actually like to have that included.
L: Yes, those are indeed things that you need to know and things that you don’t know.

Project manager: If it can be solved with one sentence, you just want to have that sentence.

R: Yes, then you want to see that sentence, yes.

L: But there was a sentence next to both images, but they were both the same sentence.
Project manager: Yes, then it doesn’'t make any progress.

L: yes indeed, so | think it's really for the beginners, you really just have two types of users, really
beginners, who just want clarity on what everything is, what everything does. And the experi-
enced users, they really have things that don’t make sense.

Project manager: more in detail indeed, that you think, oh yes, if you do work with it a lot, then
you want to have this information at that level of detail. For the rest, in terms of image bank, in

cPadae AU UaRxPBAaeY % ¢UU4aP ¢UOcaxe a@yY iae 0O4dac U0Oéw 04 U4 algw aealde

L: It's funny that at the top | think it says ‘search video'.

R: Yes, isn't it beautiful

Project manager: Oh yes

R: Yes, if you want to search for an image you have to ‘search video’, yes is great.
Project manager: oh yes, that's

L: Yes, everyone understands that it shouldn’t be video.

Project manager: yes, that's kind of crazy.

R: Bulk import, bulk import. Did | already say.

Project manager: Yes, you really want that. But that’s just a new feature, it can’t be solved with a
text change.

R: no

L: New features are good too.

Project manager: Yes, it is. | never do anything with users actually, almost never.

L: What do you work with the most?

Project manager: Just create essentials.

L: yes okay, so if | had to make a choice, because | can’t improve everything from every menu
Project manager: No, | get it

L: Then essential

Project manager: Yes, in this case learning blocks, of course called somewhere else every time,
but yes.

L: Oh yes, learning blocks and modules, that would be nice too.
Project manager: yes

L: No, okay.

Project manager: Yes great.

[conversation completion]
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G. Results First Usabillity

Tests

G.1 Evaluation Selected Pain Points

Does this order make sense for

Right assumptions can be made
about what everything is. Menu
order does not make much sense

With little explanation it is clear
what every menu item is. The us
does not see how a large part of t|
menu is structured or ordered in g
logical way. He would put
organizations at the top, and
combine everything that has
something to do with content
under a submenu (tags, media,

or

User knows what every menu iten
is (he gives trainings to other use
about the admin panel). It would
nice if the menu order would be tH
same for every client. The user is
used to current menu order, but it|
would make sense to group

you click on it.

Menu order ysers and is clear what everything but does not bother user. For this courses, quules, surveys, Ieamllg/erything that has to do with
is? . ) blocks, additional materials,
user, 'trainingen’ could be on top,|, .. ontent together. Now
trainings, assessments, resourcesg o .
as she uses that the most. . . |Organizations is also between
Does not make sense that 'tags' c,, ~. . . . - Rk
. -, 'trainingen’ and 'toolkit items'.
be unfolded into a submenu with |, RO
. . ) . l'organizations' could then be
one item that is also called 'tags'. rouned toether with users and
User does not really think it is a groups 9
problem and he can find groups.
everything, but he does have to
scroll to see everything.
By default, the list of essentials is
sorted by the date when an User knows that the newest User knows that the newest
essential was created. This is not ) learning block is at the end, but heessential is at the end. He
. User does not know how to find t . = X .
) clear because the creation or - thinks it's unlogical. He would put|understands that it would make
Sorting e . ; newest essential. She would ;
modification date is not displayed assume that it would be at the to the newest on top. Either more sense to put the newest on
in the list. When this information is F:'alphabetically by default, or new taop, but it does not bother him no
included, it is also easier to sort b old by default. since he is used to it.
creation or last modified date.
It is logical how you sort by title in
alphabetical order using the arro
next to ‘Title', and if you click on it User did not know it was possible
. again, thelorder I? rever§ed. . |User could find out how to sort theUser did not recognize this as a sorton t'Fel and sort it on
Sorting However, if you click on it again list in alohabetical order roblem alphabetical order. He did not kng
after that, you would expect the P ’ P : how to stop sorting on title, he
order to return to alphabetical, bu thought he could not go back.
it actually switches back to sorting
by date.
"I would find that useful, if I would
have the option 'published’ yes or|
User assumes that the name at no [...] that would already make n
There is no overview of which ‘organisation’ in the list of work easier, because | don't kno
essentials are published and whickssentials is where it is published what is live and what is not." "I
publish ones are not. Only when you clickHowever, it does not necessarily |User did not recognize this as a |recently found out that some
on "Publish" at an essential can ygnean that it is published and it caproblem. essential was just not live, while if
see if and where it has been also be published in multiple should be [...] is already there for
published. organisations besides the one that year, but | just forgot to publish it"|
is named in the list. Project manager also mentions th
she lacks overview of what is
published where.
In the list of Essentials, you cannot « Ao n @ <k
Language see what language it is in, only unfihis was not tested. E}$ ® o Avs (JE t B}& @0sk]we (JE ZDD

]J* v vPo]eZ-

~s} (Jve~A EGCSZ]v

Assignment Challenge

When creating an ‘Assignment,’ it
states under ‘Challenge": 'This
category is not available here." It i
unclear that it means a challenge
cannot be created under an
assignment but can be created
under, for example, a self-study.
Maybe the entire ‘Challenge’ tab

can be removed when creating an

assignment?

5

This was not tested.

User did not know that this is not
possible for assignments.

User did not know that this is not
possible for assignments.

Werkvormen' (working methods / ‘chapter items')

The ‘werkvormen' (learning
activities) are not intuitive/clear to
enter. There are many rules that
you need to know by heart, such
the number of answer options an
that flipcards must have a correct
answer included (so it must be a
question).

User assumed that one of the flip

iusser did not know what all

like.

card answers should be correct. B

'werkvormen' do and what it looks

User knows how to create a flip

card. But some elements are not

clear, for example why there shou

be a minimum number of items to There is no information about ho
select when ‘informative only' is to fill in ‘werkvormen' or challenge
selected. It is not obvious for userdbut the feedback when input is
what all chapter items do, so it  |wrong or missing is very clear.
lacks information about what you

have to do, especially at sliders,

hotspot and flip cards.

=
D

There is no overview of which

Problem specifically mentioned byBOth product owner and prp]ect
} manager of RMMBR mention the
the user. He can see in modules

which learning blocks are a part o#aCk of overview. "You often have

Overview essentials fall under which learningVas not identified as a problem. that, but within essentials he opep alot of things before you ha
paths . ) the information that you are
cannot see in which modules they .
looking for, and that you actually
are. ) "
want to have at a higher level.
While creating an essential, it is
ynclear that you have to type newWas difficult to find the button tc_) E}s EoAvs JEt ~ E}A EOQE|wP (JE ZDD 7
Language info for every language. The change the language. More logical

Essential types

I+ 1v

VPO]*Z- ~s}

(Jve~A EGSZ]V

location of the buttons are
unlogical.

place would be at the top.

This user does not know the
difference between these terms
and only knows what a self study
The word 'Opdracht’ or
‘assignment’ leads to incorrect
assumptions about what it is.

Do users know the difference
between self study, assignment, L
Scorm and training?

User knows the difference betwee

isssignments are hardly used, so
unclear for user whether it is still
there or if they don't understand

the application correctly.

the essential (learning block) types,

IEJser does not know what training
18, since this is already made in a
different menu item page.

Assignments are never used, so
self studies are made.

Challenge

"l don't know what that is, is it thaj
you give people a challenge?"
Seems like it is used to test

Unclear what a ‘challenge’ is and knowledge. Unclear how it differs

how it differs from a 'werkvorm'.

Does a user understand this? at the different options to find out

multiple choice questions and
‘vinkvragen'. User would only use
‘werkvormen' and not challenges

tFor the user it does not make sen
that challenge is about questions
that will also be in a knowledge
check and that it are seperate

from a ‘werkvorm'. When you lookquestions outside of the learning

block. The word ‘challenge’ does

what the difference is, both contaimot mean much to the user. Also

other users that he explains it to
have to take some time to
understand the difference.

se

User knows what the difference ig
and uses both challenges and
‘werkvormen' regularly. However,
other users often don't know what
it means, so explanation is
necessary.

Essential types

Is it logical to first choose which
type of essential you create before
moving to the next page, oris it

better to first click on the general

‘create essential' button, and then The user did not recognize this ashe user did not recognize this as

go to a page where you specify
which type of essential you are
creating? It requires fewer steps for
the user, especially when they are
still figuring out the difference.

problem.

problem.

;Ehe user did not recognize this ag
problem.

)

Editing

You can only modify a challenge This was not a problem before
and learning activities whew } §n  mentioning it. But did not make
‘editing' mode. sense to user after finding out.

This was not a problem before
mentioning it. But it does confuse
people whom he tries to explain it

Apparently this was not always th
case, but was recently updated.
User did not mention that it
bothered him.

Werkvormen' (working methods / ‘chapter items')

Is it clear what each ‘werkvorm'
(working method) entails? Maybe
an additional page after ‘werkvorn
aanmaken' (create learning activit
with images/examples of each
learning activity? Or an initial
general ‘create learning activity'
page where you can choose the
type of learning activity you are
creating.

e page in which flip cards can b
made, it was still not clear for the
user what it is, only after
explanation.

User mentions that the top button
are white and do not attract
attention, she did not see

User knows the difference betwee

. hat are flip cards?" After seeingthe various challenges and working

enethods, but he has heard from
other people that this is not alway:
clear (for example difference
between multiple choice and
multiple select).

5

User does think it's important that

Does this navigation makes sensepublicaties' before it was explainedublication is a seperate section.

Why are 'publicaties' and to her. The buttons look similar to|
‘beoordelingen’ seperate pages arfdergrendeling’, ‘challenge’ and
are they, for example, not next to |'werkvormen'. She only sees
‘werkvormen'? ‘bewerken' and then immediately
goes to 'info’, etc. It would be
logical to put the buttons next to

‘werkvormen'.
ZD &l & o0 P °% S [ ~u EIl -
H% S ¢ %% @Ee+ <+ ]1(|]]5 0 =+ 8§}
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User surveys is also something th
is not about the learning blocks
itself, but is added to it. So does
make sense that it's a seperate
page.

n

sl.J'ser knows the difference betwee
all challenges and working methods

=]

El)\\lot a problem for the user, but he
understands that it would make
sense to put ‘publicaties’ next to
‘werkvormen'

This is indeed unclear. There is np
feedback or option to confirm after
clicking on it.

114

Why first choose between standa
or interactive and not make this
choice when making a learning
path, on the next page? Then you
could still change a standard
learning path into an interactive
one, or the other way around.

Fn this case, this was not a proble
Although the user did have to go
back to the list of learning paths t
create an interactive learning pat
instead of a standard one. This
could be more efficient.

Results First Usability Tests

m.
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Vodafone does not have interactiye
learning paths, but the same
problem holds for dynamic learnirjg
paéhs. This is a new feature, so if
~}tVo - ;
the' user'wants to implement this
0 e )

exisitng learning paths, he has to
create them all again, since it is npt
possible to change an existing
learning path into a dynamic one.
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Standard / Interactive Learning Path

After creating a standard or
interactive learning path, you
cannot see whether you are makil
a standard or interactive one.

In this case, this was not a problenj.§

v}8 E o Avs (JE t »
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Manage content

‘Inhoud beheren’ (managing
content) could also be on a
seperate tab, just like ‘werkvormei
in essentials.

When you are not in editing mode
the info about managing content i
below the rest of the info, while
this info cannot be changed when
clicking on editing. For this, you
need to go to ‘inhoud beheren’
(managing content).

Was not recognized as a problem

This was not tested.

Was not a problem. User thought
that a seperate page works nice. |
also often clicks on the 'manage
content' button within the list,
going immediately to that page.

This info is not often used. It was
not recognized as a problem.

_I|$ not a problem for RMMBR, sing
he is used to how it is now.

The user never looks at that
information there. He would also
assume that other users may
assume that you can edit it by
clicking on the edit button.

Leerpad weergeven / Inhoud beheren / Inhoud
plaatsen

Interactive learning path

In creating an interactive learning
path, the navigation for placing ar
managing content is unclear. Why
isn't ‘content plaatsen' (place
content) part of ‘content beheren'
(manage content)?

The image displayed in ‘content
plaatsen' (place content) cannot k&
changed there; it must be done
under 'info’

These buttons do not stand out,
because 'bewerken' (edit) is much

more eye-catching. The navigation

itself was not a big problem now.
However, the difference between

the buttons is not clear to the users§ v &

"Either give these buttons also a
color or give them the same color,
because then you know that it are
four important things"

User had no idea how to change
the image. Only after multiple

instructions she managed to figuree$ v &

out how to do it.
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Menu order

The menu order does not make much ser
Does also not make sense that 'tags' can
unfolded into a submenu with one item th
is also called 'tags'.

Combine everything that has
something to do with content under
ggbmenu (tags, media, courses,
rpodules, surveys, learning blocks,
additional materials, trainings,
assessments, resources). And comb

organizations with groups and users.

a

DPG Media, WBCSL
RMMBR

ine

Text editing subtitels

Consistency among clients

When entering body text there are often
text editing options such as making it bolc
italic or adding blank lines. However, this
not possible for subtitels, which would be
desirable for highlighting certain
information (e.g. distuingishing intro from
the question)

New features are usually only implemente
for clients that requested it. However,
sometimes this includes general features
that would be desirable or useful for all
clients. (e.g. text with landscape images &
‘werkvorm' or adding an image next to
audio).

'You just want to play with it a little."
iSThis is the question, that is not the
same as the previous sentence, so
between there you would want an
enter [...] or make it bold."

2d

S a

RMMBR

RMMBR

Sorting

At many pages (e.g. essentials, learning
paths), you can sort on title but not on oth
properties. It is also not consistent per pa
what property you can sort on.

ge

RMMBR

Changing list order

FAQ

It is not possible to change the order of
essentials, learning paths, toolkit items,
users, groups, etc.

There is a FAQ for end-users on the front
end, but this cannot be adjusted on the
admin panel. This can only be done by Nt
& Company.

"That you can change the order here.

[...] Because | want some learning
paths to be next to each other if |
know that they belong to each other
[...] now it's a fixed order, because
every time | make something new it
added at the end. Then | would wan
to move it to another place."

RMMBR

7]

RMMBR

Deleting progress

It is not possible to delete a users' progre
of an essential or learning path. So when
you are testing what an essential or learn
path looks like and you for example want
change the feedback of a question, you
cannot see what it looks like, because yol
cannot answer the question again. Or if a
user wants to do an essential again, this i
not possible.

s#ctually you would want to have it
here, at users. That you can click on
oger, go to their profile, | don't know
tbhen you'll see his achievements he
[...] then you can delete that." "You
just want the possiblity that someone
sends if you can reset their progress
decause | want to try it again or | wal
to test it again."

a

re
RMMBR

N

nt
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Admin

There is no button in the front-end of the

"We work with many different
platforms. At other platforms that

LXP that leads an admin to the admin panieltton is not there if you are not

You have to type "/admin" in the address
bar to go there.

admin, and if you are admin or you
have certain rights, then you can clic
on that."

~

RMMBR

Lack of explanation

Overall, a manual or onboarding is missin
when someone is new to the admin panel

8Just some pop-ups, like ‘click here i

you want to see this'.

f

RMMBR

Low quality images

Images are sometimes blurry, since you ¢
only upload maximum two MB.

RMMBR

Navigation

Search bar

When you go, for example, to the third pa
of essentials, learning paths, groups, etc.
and set the maximum number of items on
50, then click on an item and then return t
the list again, you are back at the first pag
with a maximum of 10 items.

Search bar is missing at ‘first run’,
‘enquétes’, ‘artikelen’, ‘trainingen’,
‘groepen’, ‘toolkit items’, ‘imports’,
‘exports’, ‘events’, ‘assessments’,
‘organisaties’, ‘leerpadgroepen’,

ge

U]

‘prestaties’, ‘homepage sections’, ‘feedback

rules’

RMMBR

RMMBR (about
groups)

Filters

Filters are missing at 'first run', 'toolkit
items', 'enquétes’, 'tags', 'imports’, ‘export,
‘groepen’, 'events', 'trainingen’
(VodafoneZiggo), ‘assessments’,
‘organisaties’, 'leerpadgroepen’, 'prestatie:
‘homepage sections', 'feedback rules’

RMMBR (about
groups)

Accessibility check

uploading templates

Basic version

A wish would be to perform an accessibility

check on the content/design according to
standards/guidelines.

Copying content from templates to Blocks i

time-consuming and costly. It is also pron
to errors to copy everything. It would be a
great addition to somehow import the
templates or find a way to make the proce
easier and less time-consuming.

A basic version of Blocks with less suppo
and by working with a monthly fee. For
example, registering on the website,
entering a domain name, leaving credit ca
details, etc. Where items in the front-end
have fixed positions, and only colors, logao
and fonts are customizable.

—

RMMBR

DPG Media

RMMBR, Nerds &
Company
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Front-end navigation

Data

Unclear text when creating essential

The front-end navigation is unclear for end
users/employees, making it difficult for
them to find everything. "And we have the

experience that it's too much, which causes

the user to do nothing because they simply
can't see the forest for the trees. Because
the navigation, well, there is no navigation.
[...] If you search on 'data’, you get 123

search results. [...] So the user doesn't know

at all what to click on, where to start. And
then, well, they just leave and do nothing."

Data doesn't say much. There is a "total
number of users" mentioned, but for
example, there is no graph showing how
many people have logged in per
day/week/month. Total XP points also don
say much. It indicates how much content is
present in total, but it doesn't show which
content is being read well, how the platfor
is being used, etc.

"Is it a subtitle that comes below
that?"

Unclear difference between title and
introduction title, and what 'conclusietitel'
and 'conclusietekst' is.

—

DPG Media

Loyens & Loeff + DP
Media

DPG Media

Unclear where image will end up

Wrong text at image explanation

Unclear difference between 'afbeelding'
(image) and 'afbeelding bij inhoud' (image
content)

Both at 'afbeelding’ and "afbeelding bij
inhoud' the explanation says the same:

'deze afbeelding wordt op de essential tegel

weergegeven' (‘this image is displayed at
essential tile")

DPG Media, RMMBFH
(project manager)

DPG Media

R

navigation ‘enquétes'

navigation creating essential (learning block)

When looking at the 'beoordelingen’ from
an essential and then going back to the
essential info via the arrow, the user ends
up at the 'enquétes' page and can hardly
find back the essential where they were
working in .

After creating a challenge question or
chapter item and go back to create a new
guestion, you end up at the 'info' tab of the
learning block instead of the list of
guestions.

D

DPG Media, WBCS

WBCSD, RMMBR

navigation creating essential (learning block)

If you edit the info of a learning block, but
you don't want to save it, you have to clic
on the arrow to go back, but then you go

back to the list of learning blocks instead o
the one you were working in. It would be
better to add a cancel button that causes
you to stay in the learning block.

=h

WBCSD

Flip cards

You can only have four flip cards, not more
or less.

WBCSD, RMMBR
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informative Flip cards

It is good that there is an option to make f
cards 'only informative', making it not
required that one of the flip cards should

correct. However, in the preview, so for the

end-users they still see the text 'correct' o
‘incorrect’ when flipping a card of
informative flip cards.

De

RMMBR

Locking and publication

More information / explanation is needed
regarding locking and publication, since it
unclear for many users what the settings
should be and how to publish learning

blocks to make sure that the content is or|i

not shown in the right way to the right
people. Has taken a lot of time to
understand that.

S

WBCSD

Date

Users think the newest essential / learnin
block should be on top, and that preferab
a date should be added in the overview, f
example when it's created or last modifiec

J'Not sure what date, could be last
%rpened, last modified, last published,
;fast done by user etc." (WBCSD)

WBCSD, RMMBR, D
Media

PG

Training essentials (Vodafone)

One of the essential types within Vodafone

is 'training' (besides assignment and self
study). However, no one uses it or knows
what it does, since 'Trainingen' is also a
different menu item, so these are already
created in a different page.

RMMBR

Challenge information

At Vodafone there is a minimum of three
challenge questions at an essential.

However, this information is not mentioned

anywhere. There is also no information
about what a challenge is.

RMMBR

Delete challenge questions

Maximum items

At Vodafone you can delete challenge

questions, but once you have created three

questions, you cannot delete them

anymore. When having four questions, you

can delete one again.

The maximum amount of items in the list
essentials is 50, but due to a large numbe
of essentials, adding the option for a
maximum of 100 would be preferable.

of

=

RMMBR

RMMBR

markeer als gelipdate'

The button 'markeer als getipdate’ (mark
updated) at Vodafone is supposed to

indicate that an essential is updated, so the
progress of end-users disappears and they

know they have to do it again to know all
new information again. However, it does r

work, nothing happens when you click on i

as

RMMBR

markeer als gelipdate'

It is not clear what the 'markeer als
gelipdate" button is used for, and there is
no feedback or confirmation option
provided after clicking on it.

RMMBR

120

Deleting essentials

It is not possible to delete essentials.

RMMBR

Copying essentials

Sorting

Sorting

It is not possible to copy an essential.

By default, the list of essentials is sorted by
the date when an essential was created. ’
is not clear because the creation or
modification date is not displayed in the lis
When this information is included, it is also
easier to sort by creation or last modified
date.

It is logical how you sort by title in
alphabetical order using the arrow next to
'Title', and if you click on it again, the orde
is reversed. However, if you click on it agal
after that, you would expect the order to
return to alphabetical, but it actually
switches back to sorting by date.

= =

—

n

RMMBR

DPG Media, WBCSI
RMMBR

RMMBR

Publish

There is no overview of which essentials al
published and which ones are not. Only
when you click on "Publish" at an essential
you can see if and where it has been
published.

=

e

DPG Media, RMMBR

Assignment Challenge

When creating an 'Assignment,’ it states
under 'Challenge': 'This category is not
available here.' It is unclear that it means a
challenge cannot be created under an
assignment but can be created under, for
example, a self-study. Maybe the entire
'‘Challenge’ tab can be removed when
creating an assignment?

WBCSD, RMMBR

Werkvormen' (working methods / ‘chapter items'

The 'werkvormen' (learning activities) are
not intuitive/clear to enter. There are many
rules that you need to know by heart, such
as the number of answer options. Also
unclear why there should be a minimum
number of items to select when ‘informatiy
only' is selected at flip cards. Especially fl
cards, sliders and hotspots need more
explanation.

o

DPG Media, WBCSIL
RMMBR

D,

Werkvormen' (working methods / ‘chapter items'

It is unclear for novice users what every
‘werkvorm' (working method) is and how it
works.

DPG Media, WBCS

There is no overview of which essentials fal

DPG Media, WBCSIL

Overview under which learning paths RMMBR
While creating an essential, it is unclear tl
you have to type new info for every .
Language language. The location of the buttons are DPG Media
unlogical.
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Essential types

Beginner users don't know the difference
between self study, assignment, LTI, Scorm
and training. Assignments are barely used.
Unclear why training is at essentials (for
Vodafone), since this is already made in a
different menu item page.

DPG Media, WBCSIL
RMMBR

For many users it is unclear what a

DPG Media, WBCSI

mode.

Challenge Ichallengel is and how it differs from a RMMBR
werkvorm'.
You can only modify a challenge and
Editing learning activities wherv } & 'editing’ DPG Media, WBCS

Buttons essentials

Length

Top buttons are white and do not attract
attention. 'publicaties’ could be next to
‘werkvormen'

A cross at 'standaard vergrendeld' (standard
locked) is not intuitive --> a cross has
negative associations and, therefore, seems
to mean that it is locked. An open / closed

lock item is maybe a more logical icon.

=

At info of an essential it does not say that
‘duur’ (length) is in minutes.

DPG Media, RMMBH

Leerpad weergeven / Inhoud beheren / Inhoud
plaatsen

Interactive learning path

Manage content

In creating an interactive learning path, th
navigation for placing and managing cont
is unclear. Why isn't ‘content plaatsen’
(place content) part of ‘content beheren’
(manage content)? These buttons do not
stand out, because 'bewerken’ (edit) is my
more eye-catching.

The image displayed in ‘content plaatsen'
(place content) cannot be changed there;
must be done under 'info’

When you are not in editing mode, the inf
about managing content is below the rest
the info, while this info cannot be change:
when clicking on editing. For this, you nee
to go to ‘inhoud beheren' (managing
content).

e

"Either give these buttons also a col
or give them the same color, becaus
then you know that it are four
important things"

it

o]

1
2d

or

DPG Media

DPG Media

RMMBR

Locking

wa

standaard op slot', ‘verplichte opdracht’,
don't understand that." "Is that whether yc
can show it or not, but if you create it, you
would want to show it right?"

DPG Media

image)

Beoordelingsformulier' (DPG Media)

Interactive learning path: 'Kaart afbeelding' (map

At DPG Media it says
‘beoordelingsformulier’ while creating an
essential, while in the menu this is called
‘enquéte’.

Unclear what this is. User does not know
word 'svg' and does not clearly understand
what is meant by being 'interactive' . "That
is that you work with different media?"

DPG Media

Knowledge check

User assumes that 'knowledge check' me
that there will be a test afterwards.

DPG Media

Nawerk essentials (post-work essentials)

User assumes that 'nawerk essentials' (p
work essentials) is where they can select
essentials that are part of the learning pat
while it is meant to select essentials that
should be done after completing the
learning path.

DSt-

=

DPG Media

Interactive learning path fullscreen

Navigation interactive map

It would be desirable to be able to show the
interactive map on fullscreen.

If you finish an essential from the map, you
return to the learning path and start at the
top. So then you have to scroll down agai
instead of returning to the map so you can
immediately continue.

=}

RMMBR

RMMBR
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Why first choose between standard or

interactive and not make this choice when
making a learning path, on the next page?
Then you could still change a standard
learning path into an interactive one, or the
other way around. Same holds for dynamic
learning paths. This is a new feature, so i
the user wants to implement this to exisitng
learning paths, he has to create them all
again, since it is not possible to change an
existing learning path into a dynamic one

RMMBR

Contentgroep

Voeg content toe (add content)

Inhoud plaatsen (placing content)

"add content group, | don't understand the
at all" "What is a content group?" The wo
'groep' is very confusing, since 'groepen’

At
d
"What would be more logical for me

(groups) is also a menu item. Therefore, tteontent’, that it is about content.”

user associates the word group in ‘content

groups' with people (users).

It is not immediately clear that the word
‘content’ in this case means 'essentials'.

Unclear what 'inhoud plaatsen' (placing
content) within an interactive learning pat
is and what needs to be done here. User
does not know the difference between,
'inhoud plaatsen’, 'inhoud beheren' and
'publiceren’. User assumes that 'inhoud
plaatsen’ means that it will be placed onto
the Academy or to add content.

"Here it should say 'essential
of ‘content’)

(inste

h

"Maybe name it 'interactie plaatsen'
instead of 'inhoud plaatsen’, or
'interactief maken™

is

DPG Media

DPG Media

DPG Media

Navigation 'publiceren’

When clicking the arrow in 'publiceren’ to
go back, you end up in the list of learning
paths, instead of the info of the learning
path you were working in. So now you ha
to find that specific learning path again.

ve

DPG Media

Results First Usability Tests
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Surveys

In a learning block you can see what survi
is coupled to it, and in a survey you can s
to which learning block it is coupled, but i
module you can only see which learning
blocks are in it, but not which surveys are
coupled to those learning blocks.

ey
ee

WBCSD

Modules ‘allow foreign content'

In managing content for modules there is
toggle switch about 'allow foreign content
with information next to it that says 'Allow!
regions to add their own content within th
segment.'. However, the word 'regions' is
not used anywhere else.

WBCSD

Finding essentials

When adding content to a learning path,
there are no filters and you cannot see th
whole list. The only way to find an essent
is by using the search bar, if you rememb
its name.

RMMBR

Adding groups to dynamic learning path

When selecting groups for a dynamic
learning path, there are no search options
(search bar, filter, sorting etc.). The only v
to find it, is by going through all pages of
groups to find the right one.

RMMBR

Add trainings to learning path

Filtering learning path type

Only for DPG Media it is possible to add
trainings to learning paths. Also for other
clients it would be desirable to have this
option (at least for Vodafone)

It is not possible to filter or sort on learnin
path type (standard or dynamic)

RMMBR

RMMBR

Deleting learning paths

Copying learning paths

It is not possible to delete a learning path

It is not possible to copy a learning path.

RMMBR

RMMBR

Locking

In the list of learning paths 'standaard
vergrendeld' (locked by default) is not
present, while it is in the list of essentials.

Consistency

E-learning vs Iti/scorm

At ‘nawerk essentials’ (post-work essentials)

the word 'unlocked' is stated, instead of
‘ontgrendeld’

When adding content to learning paths,
there is an essential type called 'e-learnin
while in essentials, it is referred to as 'LTI
‘Scorm.’

J,
or
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When creating an essential, 'Vergrendeling
(locking) is at a seperate tab, while in a
learning path these tabs are not present.
Additionally, in a learning path, it is referred
Consistency to as 'Standaard op slot' instead of
'Standaard vergrendeld'. And ‘Verplichte
opdracht’ (Mandatory assignment) instead
of 'Verplicht toegewezen' (mendatory
assigned) (are these the same?)

It is not always clear where the images will
end up on the platform. Therefore, the user
always chooses the same image for
‘afbeelding voor tegel' and 'afbeelding bij
content'. User does not know what a 'tege
(tile) is.

Images DPG Media

New trainings not visible in overview ) o
When creating a new training, it cannot be

found in the list of trainings until you filter
on 'nieuw' (new), since by default it is
filtered on planned trainings. You can eitl DPG Media
get a list of new, planned or expired
trainings, but not all of those trainings in
one list.

Unlogical that you have to fill in the title 01"l would start with that. What is the

Session title training session only halfway down the |title, what is the trainer, and then the DPG Media
page. date"
. Initially it seems like the date is the date of .
Sign up date the session instead of the sign up date. DPG Media
Was ver'y confusing for the usgr to.ﬂ” nt “qt would maybe be easier if you had a
title again, because they just filled in the drop-down tool. and that vou choose
Title offline/online contact moment title of the training. Apparently here the P : Y [ DPG Media

between workshop, trainings day,

title should be something like 'trainings dé S
webinar

This is not clear.

'Maybe it would be better if here it
‘would say 'room™ (instead of DPG Media
'toevoeging')

Currently they use 'toevoeging' to fill in th

toevoeging' (addition) room

"Usually it is title, body, body text and
at ‘aanwijzijngen' | thought 'what do
In the beginning it was unclear to the userthey mean by that?" "l would say,
what ‘aanwzijzingen' was meant to do, | offline contact moment, okay, when

aanwijzingen' (instructions . - . DPG Media
jzingen’ ( ) whether this are instructions for them or fiwould that take place? Where would
the end-user. that take place? And then instead of
‘aanwijzingen' | would just say 'body!
or 'text' of something, | don't know"
Usually the link is not yet available, since -
. . . . . Now they fill in .
Link online contact moment trainer often sends it only a few days in DPG Media

advance. Without a link it cannot be savej.https://zoomllnkvolgt
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toevoegen offline contactmoment' '/ 'toevoegen
online contact moment' (add offline/online contact
moment)

It looks like you have to click the button
‘toevoegen offline/online contact moment’
(add offline/onlince contact moment) to
save the information that you just filled in
for the contact moments, but this is mean
to add an extra contact moment.

"I would actually maybe put a plus-
sign before this, so you know that you

tcan add an extra one"

DPG Media

in afwachting' (pending) and 'wachtlijst' (waiting lis

In the beginning the difference between 'i
fwachting' and 'wachtlijst' was not clear.
Iso 'in afwachting' is only necessary if

approval is mandatory.

n

DPG Media

geinteresseerden’

If someone already signed up, so is in the
of 'inschrijvingen' (sign ups), 'wachtlijst'
(waiting list) or 'in afwachting' (pending),
they are also at the list of interested peop!
because they first indicated that they wer
interested.

o

=Y

DPG Media

Navigation

Session buttons

When going to 'voorvertoning' (preview) o
a training, and then click on the arrow to ¢
back, you end up in the list of essentials i
the admin panel.

Within sessions you can click on a button

‘inschrijvingen' to see who has subscribed.

This button looks the same as the
components at 'in afwachting' and
‘wachtlijst', so it seems like that are butto
as well, but you cannot click on that.

DPG Media

RMMBR

insight participants

Media items in use

As a trainer you can see participants, but
you cannot click on them. So a trainer

"You just want to see what someone

cannot see whether a participant has donghas done to check if they can

the essentials that are required to
participate in a training.

be recognized by a red trash can (compa
to a grey, unactive trash can if it is used),

participate in the training.'

you have to browse through all media items

to find unused media items, instead of just

filtering on that.

You can only upload one image / video /

"And that is something that would be
nice if it can be done in bulk, that you

RMMBR

Media page is used to remove media items
that are not used. Unused media items can

WBCSD
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the same lay-out, maybe the folders could
actually have folder icons?

Uploading media item at a time. can put all the images for a course il RMMBR, WBCSD
folder at once."
‘Map aanmaken’ (create folder) is not at a
Navigation logical place, why not inside the 'mappen’
(folders) compartment.
Is the whole lay-out of the page logical?
Page lay-out Mappen’(folders) en ‘soorten’ (types) have

Managers in groups

Is it a logical order to first choose what
media item you are creating instead of firs
going to the next page after clicking 'med
item aanmaken' (create media item) and
choose there what you are creating.

Not logical to go to a new page when
clicking the pencil icon of a folder

For Vodafone Business partners (also
relevant for other clients), there is a group
for every partner. People from Vodafone
who are responsible for a particular group
and their managers also want to have
insight into that group, so they are added
it. This looks odd to the business partners
as they have people from Vodafone in the
groups whom they don't know. It is possih
to create groups and subgroups, and with
these subgroups more subgroups, etc. E
time a subgroup is created, the user can
indicate who are managers. However, no
these managers have to be added to all
subgroups individually, leading to more
people from Vodafone in partner groups.

5t

ﬁanagers of groups should be able to
access all subgroups below that.

llrEvery time you make a subgroup, y®MMBR
Ixgecide who is the manager [...] so who
8%51 see the next subgroups"

Subgroups

"In the ideal scenario, you would ma
a new main group, and there are ma

It is only possible to create new subgroup®xisting groups, because every time

to a certain (sub)group, but after that you
can't go back and assign a series of
subgroups to a larger main group above
that. You can't make a main group and
assign an existing subgroup to it. So you
only go deeper, not higher.

It is possible to see which subgroups are
part of a group, but when clicking on a
subgroup it is not possible to see to which

anyone logs in a group is automatice
created, and you take that group and
drag it to the right main group. In
other words, the people from
déodafone are only in the main group,
[...] they can see all those people, so
then this subgroup is added, that
subgroup is added."

RMMBR

Overview main groups subgroups main group it belongs. In the list you also RMMBR
can't see which ones are main groups an
which ones are subgroups.
There is no overall overview of the users of

Overview users in groups each group. You can only see it if you go RMMBR
group or to the profile of a user.

Deleting toolkit items It is not possible to delete a toolkit item. RMMBR
Copying toolkit items It is not possible to copy a toolkit item. RMMBR
At an essential you can see which tags are
Lack of overview connected to it, but when Iookmg at.a.tag RMMBR

you cannot see to which essentials it is
connected.
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Preview is missing

What are the images for? If tags would also
have the preview option, similar to
essentials and learning paths, this would be
clear.

Filters

Assigning content

Sorting

A cross has the association that it is hidden,
it would be better if it said 'Zichtbaar'
(visible) with a check icon, instead of
‘Verborgen' (hidden) with a cross.

There are no options to filter on
organization or role

When assigning content to a user, it would
also be useful to be able to filter on content

type.

You can only sort by email and 'is
leidinggevend' (is manager), not by name,
etc.

When filtering on 'is leidinggevend' it are
radio buttons with 'both’, 'yes' and 'no'.

Why not just checkboxes of 'yes' and 'not|,
just like other filters (in essentials, etc.)

Editing

After creating a user, you no longer see
‘weergavenaam' (display name).
Additionally, you can't change the name,
email address, or organization afterwards.

More self-reliant

Nerds & Company: "There's something to
said for them being able to create their ow
roles at some point and check off things like
‘okay, this one can only access that content'
or 'that one can only access published
content,' something like that. And that's
something they can't do themselves right
now, something they always need us for,
and in the end, there are a number of
features we could create that would make
them more self-reliant, so they wouldn't
have to submit a support request every tir
they need us to do something."

=}

Nerds & Company

Remove users

Users always remain in the system. "We
have over 10,000 users, but not even thai
many people work here. And that's a real
disadvantage because it clutters the data

DPG Media

Profile

When you go to someone's profile, you g
to the front end. There you can also assig
content. What is the difference with
‘toewijzingen beheren' (manage
assignments) in the admin panel?

=]

Assigning content

=3

There is no clear overview of which conten
is assigned to users. It's only when you click
on a user and go to 'toewijzingen beheren

(manage assignments) that you can see that.

128

Selecting data

It is not a logical way to assign content by
using the tabs 'niet toegewezen' (not

assigned) and 'toegewezen' (assigned). Why

create this division between 'unassigned'
and 'assigned'? It could all be in one list o
overview.

Clients cannot currently make a large
selection of the specific data they want an
export it themselves. It's not super useful,
because you just get a spreadsheet with
19.000 rows. [...] I'm not a data wizard

r

o

Nerds & Company,
DPG Media

Published content

There is no option to export the content
that is published on the LXP. "We need th
because sometimes we can't even advise
people internally on what they should lea
or what they can do on the Academy."

=}

DPG Media
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G.3 Categorisation Usability Problems

General Dashboard

Toolkit items

General New Features

New features are usually only
implemented for clients that
requested it. However, sometimes
this includes general features that

would be desirable or useful for all
clients. (e.g. text with landscape
images as a 'werkvorm' or adding
an image next to audio).

Structure Skeleton

. Leerpaden
Essentials )
. Learning
Learning
blocks paths
Modules
Groepen
Media P

Groups

N&C

A basic version of Blocks with less
support and by working with a
monthly fee. For example,
registering on the website,

entering a domain name, leaving
credit card details, etc. Where
items in the front-end have fixed
positions, and only colors, logo,
and fonts are customizable.

1
visibility of
system status

Trainingen
Trainings e
DPG Media
Gebruikers
TS WBCSD
RMMBR

A wish would be to perform an
accessibility check on the

content/design according to
standards/guidelines.

Surface

It is good that there is an option to
make flip cards 'only informative',
making it not required that one of
the flip cards should be correct.
However, in the preview, so for the
end-users they still see the text
‘correct’ or 'incorrect' when flipping
a card of informative flip cards.

By default, the list of essentials is
sorted by the date when an
essential was created. This is not
clear because the creation or
modification date is not displayed in
the list. When this information is
included, it is also easier to sort by
creation or last modified date.

The button 'markeer als gelipdate'
(mark as updated) at Vodafone is
supposed to indicate that an
essential is updated, so the
progress of end-users disappears
and they know they have to do it
again to know all new information
again. However, it does not work,
nothing happens when you click on
it.

You can only modify a challenge
and learning activities when not in
‘editing' mode.

When creating a new training, it
cannot be found in the list of
trainings until you filter on ‘nieuw’
(new), since by default it is filtered
on planned trainings. You can either
get a list of new, planned or expired
trainings, but not all of those
trainings in one list.

Structure

The menu order does not make
much sense. Does also not make

sense that 'tags' can be unfolded
into a submenu with one item that
is also called 'tags".

After creating a challenge question
or chapter item and go back to
create a new question, you end up
at the 'info' tab of the learning block
instead of the list of questions.

User assumes that 'nawerk
essentials' (post-work essentials) is
where they can select essentials
that are part of the learning path,
while it is meant to select essentials
that should be done after
completing the learning path.

Skeleton

Both at 'afbeelding' and ‘afbeelding

bij inhoud' the explanation says the

same: 'deze afbeelding wordt op de

essential tegel weergegeven' (‘this

image is displayed at the essential
tile")

Results First Usability Tests

2

match between system and
the real world

Loyens & Loeff

Data doesn't say much. There is a
"total number of users" mentioned,
but for example, there is no graph
showing how many people have
logged in per day/week/month. Total

XP points also don't say much. It
indicates how much content is
present in total, but it doesn't show
which content is being read well, how
the platform is being used, etc.

When you are not in editing mode,
the info about managing content is
below the rest of the info, while this
info cannot be changed when
clicking on editing. For this, you
need to go to ‘inhoud beheren'
(managing content).

The image displayed in ‘content
plaatsen' (place content) at an
interactive learning path cannot be
changed there; it must be done
under 'info'

More information / explanation is
needed regarding locking and
publication, since it is unclear for
many users what the settings
should be and how to publish
learning blocks to make sure that
the content is or is not shown in the
right way to the right people. Has
taken a lot of time to understand
that.

When looking at the 'beoordelingen’
from an essential and then going
back to the essential info via the

arrow, the user ends up at the

‘enquétes' page and can hardly find

back the essential where they were

working in .

In creating an interactive learning
path, the navigation for placing and
managing content is unclear. Why
isn't 'content plaatsen' (place
content) part of '‘content beheren'
(manage content)? These buttons
do not stand out, because
'‘bewerken' (edit) is much more eye-
catching.

When you go to someone's profile,
you go to the front end. There you
can also assign content. What is
the difference with 'toewijzingen
beheren' (manage assignments) in
the admin panel?

When creating an ‘Assignment,' it
states under 'Challenge": 'This
category is not available here!' It is
unclear that it means a challenge
cannot be created under an
assignment but can be created
under, for example, a self-study.
Maybe the entire 'Challenge’ tab
can be removed when creating an
assignment?
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Skeleton

It is unclear for novice users what
every 'werkvorm' (working method)
is and how it works.

Unclear difference between
‘afbeelding' (image) and 'afbeelding
bij inhoud' (image at content)

"add content group, | don't
understand that at all" "What is a
content group?" The word 'groep' is
very confusing, since 'groepen’
(groups) is also a menu item.
Therefore, the user associates the
word group in ‘content groups' with
people (users).

"'standaard op slot, 'verplichte
opdracht’, | don't understand that."
"Is that whether you can show it or
not, but if you create it, you would

want to show it right?"

In the beginning the difference
between 'in afwachting' and
‘wachtlijst' was not clear. Also 'in
afwachting' is only necessary if
approval is mandatory.
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Beginner users don't know the
difference between self study,
assignment, LTI, Scorm and
training. Assignments are barely
used. Unclear why training is at
essentials (for Vodafone), since this
is already made in a different menu
item page.

Unclear difference between title
and introduction title, and what
‘conclusietitel' and 'conclusietekst'
is.

Unclear what 'inhoud plaatsen’
(placing content) within an
interactive learning path is and what
needs to be done here. User does not
know the difference between,
'inhoud plaatsen’, 'inhoud beheren'
and 'publiceren’. User assumes that
'inhoud plaatsen' means that it will be
placed onto the Academy or to add
content.

Currently they use 'toevoeging' to
fill in the room.

Initially it seems like the date is the
date of the session instead of the
sign up date.

For many users it is unclear what a
‘challenge’ is and how it differs from
a 'werkvorm'.

User assumes that ‘'knowledge
check’ means that there will be a
test afterwards.

Unclear what ‘kaart afeelding’(map
image) at interactive learning path
is. User does not know the word
'svg' and does not clearly
understand what is meant by being
'interactive' . "That is that you work
with different media?"

In the beginning it was unclear to
the user what 'aanwijzingen' was
meant to do, whether this are
instructions for them or for the end-
user.

It is not always clear where the
images will end up on the platform.
Therefore, the user always chooses
the same image for 'afbeelding voor

tegel' and 'afbeelding bij content.
User does not know what a 'tegel'
(tile) is.

Skeleton

Was very confusing for the user to
fill in the title again at offline/online
contact moment, because they just
filled in the title of the training.
Apparently here the title should be
something like 'trainings day". This
is not clear.

It is not a logical way to assign
content by using the tabs 'niet
toegewezen' (not assigned) and
‘toegewezen' (assigned). Why
create this division between
'unassigned' and 'assigned'? It
could all be in one list or overview.

Structure

If you edit the info of a learning
block, but you don't want to save it,
you have to click on the arrow to go

back, but then you go back to the
list of learning blocks instead of the
one you were working in. It would
be better to add a cancel button
that causes you to stay in the
learning block.

Skeleton

It is not possible to delete a users'
progress of an essential or learning
path.So when you are testing what
an essential or learning path looks
like and you for example want to

change the feedback of a question,
you cannot see what it looks like,
because you cannot answer the
question again. Or if a user wants
to do an essential again, this is n...

Results First Usability Tests

What are the images for? If tags
would also have the preview option,

similar to essentials and learning
paths, this would be clear.

Surface

A cross at 'standaard vergrendeld'
(standard locked) is not intuitive —
a cross has negative associations
and, therefore, seems to mean that
it is locked. An open / closed lock
item is maybe a more logical icon.

3

user control and freedom

It is not possible to delete
essentials.

Is the whole lay-out of the page
logical? ‘Mappen'’(folders) en
‘soorten’ (types) have the same lay-
out, maybe the folders could
actually have folder icons?

A cross has the association that it is
hidden, it would be better if it said

'Zichtbaar' (visible) with a check
icon, instead of 'Verborgen'
(hidden) with a cross.

At Vodafone you can delete
challenge questions, but once
you have created three
questions, you cannot delete
them anymore. When having four
questions, you can delete one
again.
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Skeleton
Itis not possible to delete Itis not possible to delete toolkit
learning paths. items.
consistency and standards
Structure
Only for DPG Media it is possible
to add trainings to learning
paths. Also for other clients it
would be desirable to have this
option (at least for Vodafone)
Skeleton

Search bar is missing at ‘first
run’, ‘enquétes’, ‘artikelen’,
‘trainingen’, ‘groepen’, ‘toolkit
items’, ‘imports’, ‘exports’,

At many pages (e.g. essentials,

learning paths), you can sort on
‘events’, ‘assessments’,

‘organisaties’, ‘leerpadgroepen’,
‘prestaties’, ‘homepage sections),
‘feedback rules’

titel but not on other properties.
It is also not consistent per page
what property you can sort on.

It is logical how you sort by title in
alphabetical order using the arrow
next to 'Title', and if you click on it
again, the order is reversed.
However, if you click on it again
after that, you would expect the
order to return to alphabetical, but
it actually switches back to
sorting by date.

While creating an essential, it is
unclear that you have to type
new info for every language.
The location of the buttons are
unlogical.
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After creating a user, you no
longer see 'weergavenaam'
(display name). Additionally, you
can't change the name, email
address, or organization afterw...

Filters are missing at 'first run,
‘toolkit items', 'enquétes’, 'tags’,
'imports’, 'exports', 'groepen’,
‘events', 'trainingen’

(VodafoneZiggo), 'assessments',
‘organisaties’, 'leerpadgroepen’,
'prestaties’, 'homepage

sections', 'feedback rules'

At DPG Media it says
'beoordelingsformulier' while
creating an essential, while in

the menu this is called 'enquéte’.

Skeleton

In managing content for
modules there is a toggle switch
about 'allow foreign content'
with information next to it that
says 'Allow regions to add their
own content within this
segment.. However, the word

'regions' is not used anywhere...

One of the essential types
within Vodafone is 'training'
(besides assignment and self
study). However, no one uses it
or knows what it does, since
‘Trainingen' is also a different
menu item, so these are already
created in a different page.

. L When adding content to
At ‘nawerk essentials’ (post- . )
i learning paths, there is an
work essentials) the word . \ .
, . . essential type called 'e-learning,
unlocked' is stated, instead of . . .
while in essentials, it is referred

‘ontgrendeld’
9 to as 'LTI' or 'Scorm.’

It looks like you have to click the
button 'toevoegen offline/online
contact moment' (add offline/
onlince contact moment) to
save the information that you
just filled in for the contact
moments, but this is meant to
add an extra contact moment.

It is not immediately clear that
the word 'content’ at ‘voeg
content toe’ (add content) in

this case means 'essentials'.

Unlogical that you have to fill in Not logical to go to a new page

the title of a training session

only halfway down the page. a folder

When filtering on 'is
leidinggevend' it are radio
buttons with 'both!, 'yes' and 'no".
Why not just checkboxes of
'yes' and 'not’, just like other
filters (in essentials, etc.)

There are no options to filter on
organization or role.

Results First Usability Tests

when clicking the pencil icon of

In the list of learning paths

'standaard vergrendeld' (locked
by default) is not present, while

itis in the list of essentials.

When creating an essential,
'Vergrendeling' (locking) is at a
seperate tab, while in a learning path
these tabs are not present.
Additionally, in a learning path, it is
referred to as 'Standaard op slot'
instead of 'Standaard vergrendeld'. And

‘Verplichte opdracht’ (Mandatory
assignment) instead of 'Verplicht
toegewezen' (mendatory assigned)
(are these the same?)

Within sessions you can click on
a button at 'inschrijvingen' to
see who has subscribed. This
button looks the same as the
components at 'in afwachting'
and 'wachtlijst’, so it seems like

that are buttons as well, but you
cannot click on these.

‘Map aanmaken’ (create folder)
is not at a logical place, why not
inside the 'mappen' (folders)
compartment.

You can only sort by email and
'is leidinggevend' (is manager),
not by name, etc.
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Skeleton

It is not clear what the 'markeer
als gelipdate" button is used for,
and there is no feedback or
confirmation option provided
after clicking on it.

5

error prevention

If someone already signed up, so
is in the list of 'inschrijvingen'
(sign ups), 'wachtlijst' (waiting

list) or 'in afwachting' (pending),

they are also at the list of

interested people, because they

first indicated that they were
interested.

Usually the link is not yet
available, since the trainer often
sends it only a few days in
advance. Without a link it cann...

As a trainer you can see
participants, but you cannot click
on them. So a trainer cannot see

whether a participant has done
the essentials that are required to
participate in a training.

Skeleton

There is no button in the front-
end of the LXP that leads an

admin to the admin panel. You
have to type "/admin" in the
address bar to go there.

The ‘werkvormen' (learning activities) are
not intuitive/clear to enter. There are many
rules that you need to know by heart, such

as the number of answer options. Also
unclear why there should be a minimum
number of items to select when

'informative only' is selected at flip cards.
Especially flip cards, sliders and hotspots

need more explanation.
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6

recognition rather than recall

At Vodafone there is a minimum
of three challenge questions at an
essential. However, this
information is not mentioned
anywhere. There is also no
information about what a
challenge is.

At info of an essential it does not
say that 'duur' (length) is in
minutes.

Top buttons are white and do not
attract attention. 'publicaties'
could be next to ‘'werkvormen'

When adding content to a
learning path, there are no filters
and you cannot see the whole list.
The only way to find an essential
is by using the search bar, if you
remember its name.

Skeleton

Copying content from templates

to Blocks is time-consuming and

costly. It is also prone to errors to
copy everything. It would be a

great addition to somehow
import the templates or find a
way to make the process easier
and less time-consuming.

There is no overview of which
essentials fall under which
learning paths

Why first choose between standard or
interactive and not make this choice when
making a learning path, on the next page?

Then you could still change a standard

learning path into an interactive one, or
the other way around. Same holds for
dynamic learning paths. This is a new
feature, so if the user wants to implement
this to existing learning paths, they have
to create them all again, since it is not
possible to change an existing learning
path into a dynamic one.

At an essential you can see
which tags are connected to it,

but when looking at a tag, you
cannot see to which essentials it
is connected.

Results First Usability Tests

7

flexibility and efficiency of use

There is a FAQ for end-users on
the front-end, but this cannot be

adjusted on the admin panel.
This can only be done by Nerds
& Company.

If you finish an essential from the
map of an interactive learning
path in the front-end, you return
to the learning path and start at
the top. So then you have to
scroll down again instead of
returning to the map so you can
immediately continue.

In an essential / learning block
you can see what survey is
coupled to it, and in a survey you
can see to which learning block it
is coupled, but in a learning path
/ module you can only see which
learning blocks are in it, but not
which surveys are coupled to
those learning blocks.

Is it a logical order to first choose
what media item you are creating
instead of first going to the next
page after clicking 'media item
aanmaken' (create media item)
and choose there what you are
creating?

There is no overview of which
essentials are published and
which ones are not. Only when
you click on "Publish" at an
essential you can see if and
where it has been published.

When clicking the arrow in
'publiceren' to go back, you end
up in the list of learning paths,
instead of the info of the learning
path you were working in. So
now you have to find that
specific learning path again.

When going to 'voorvertoning'
(preview) of a training, and then
click on the arrow to go back,
you end up in the list of
essentials in the admin panel.

It is possible to see which
subgroups are part of a group,
but when clicking on a subgroup
it is not possible to see to which

main group it belongs. In the list
you also can't see which ones
are main groups and which ones
are subgroups.
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