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COUNTRY FINANCIAL

Test Focus

2Digital Client Experience

Primary Focus:  

See how users navigate their 
way through the Spend 
Management Ariba 
SharePoint.

Determine:

• Can users find their 
training materials and 
how would they use 
them?

• What is the preferred 
methods of training 
materials?
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Test Description 

3

Five remote, moderated 
interviews

Via Zoom video conferences 
and screen shares

January 10th – 16th, 2020

Digital Client Experience

Tasks Tested

1. Navigating to Training Materials

2. Thoughts on Training Hub 

3. Prompting the Chatbot

4. Finding the Ad Hoc Order Checklist

5. Navigation to Spend Management SharePoint

6. General Exploration & Feedback

User Groups:
• 2 Agency Office Assistants (AOAs) 
• 1 Home Office Super User
• 2 Home Office Regular Users

• 1 Leadership, 1 Analyst
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Initial Thoughts on the Homepage
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• Most users thought the site 
was meant for Ariba Resources

• People thought the site looked 
user-friendly from the start

• Users seemed to like the 
overall layout of the site

 |
Digital Client Experience

Key Quotes
P3: “Good example of SharePoint.”

P3: “Meant for general user coming in for the first time”

P1: “I think it provides documents for whatever I need to walk through in Ariba.”

P2: “It gives you a direct place to go.”

P3: “So you've got it all segmented out. I think that looks great.”
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Task #1 – Findings 

Navigation to Training Hub Materials
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Successes/Victories:

• Feedback indicates people 
could figure out how get to 
their materials easily. 

• Most users said that it looked 
user-friendly

Pain Points:

• Users noticed that the leadership section is not consistent with the other training hubs. 

• Does not have a section of “Learn how to…” links and PDFs like the others.
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Navigation to Training Hub Materials
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All users could navigate to the training 
materials based on their current role

• It was clear to all testers as to where they 
should go

• A few people missed the Quick Links 
section at the bottom of the training 
pages. This was a popular section, as 
people liked the content. 

• Multiple people noted that the 
Leadership Training page did not follow 
the same pattern at the AVP/AOA and 
Home Office Employees

• “Learn how to…” Links were not listed 
below the grid of images.

Digital Client Experience

Key Quotes

P1: “Make the Leadership section similar to the 
employee section.”
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Thoughts on Training Hub Materials
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• Most users said that they would like to use 
both written aides and videos, but written 
aides were the top choice.

• Users mentioned that it houses some of the 
same information that they received when 
in training

• Some users were confused and thought they 
could edit the word document they opened. 

• More people said they don’t always have 
time to watch a video or might watch it if 
the job aid didn’t work.

• Some users were confused on how to get 
back to the site after clicking on a document 
or the video library.

Digital Client Experience

Key Quotes

P5: “I like using videos on top of written 
aides”

P2: “Might want to put in PDF instead of 
Word if editing is an option.”

P2: “How do I get back to the site from 
the videos?”

P3: “This appears to house some of the 
information that I initially received in 
training, but it's definitely friendly.”

P3: “I like written primarily, but videos are 
also very useful.”
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Navigating to “Perform Receiving”
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• Some users struggled to find this 
information due to the wording on 
the site

• Most users said that they would 
skim though this information and 
come back to reference it later

Digital Client Experience

Key Quotes

P4: “I expected something called ordering and 
receiving or purchase and receiving order” 

P3: “You might want to put some bullet points 
here that say something like the three things 
that go across tracking, receiving and invoice 
instructions just so that people know that’s 
what is in there.”
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Task #2 – Findings 

Training Hub Material Thoughts
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Successes/Victories:
• Feedback indicates people think the 

information on the hub would be 
helpful for them

Pain Points:
• A couple users were confused when 

opening a Word document because 
they thought they could edit/change it.  
(Consider PDF or clearly marking read-
only)

• When looking for “receiving” 
information some users didn’t expect it 
to be under “What happens after I 
submit a purchase order.”

• Some people had trouble getting back 
to the site after opening a document. 
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Task #3 – Findings 

Prompting the Chatbot
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Successes/Victories:
• People like the idea of using it and 

most thought it would be nice to have 
on the site if it worked well.

Pain Points:
• One user had to put a “?” at the end 

in order for the bot to answer their 
question.

• In most cases, users felt the chatbot 
answers were too general/not helpful.

• Users expected specific links and 
contact information in a more general 
answer.

• Frustrating when it doesn’t give a 
helpful answer



COUNTRY FINANCIAL

Prompting the Chatbot
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• All of the users thought the chatbot gave only 
general answers

• Most users said they would prefer links to 
specific information in a chatbot answer

• A couple of users mentioned that they think it 
would be helpful to have contact information 
show up in an answer if it says to contact a 
department

• Some users thought it was still loading because 
the chatbot text-box is on the bottom of the 
page

• People liked the idea of the chatbot, but in 
execution it only provided answers for about 
20-25% of questions. 

 |
Digital Client Experience

Key Quotes

P4: “I was expecting it to tell me what 
an FO number is.”

P2: “If it's a bot, if they can't really 
answer it, it's more frustrating than not 
having them there at all.”

P5: “Oh I can’t see it very well because 
my screen is so light.”

P3: “I assume the chat bot would allow 
me to put in specific questions to a 
team or an individual where I could get 
answers for how to do something that I 
needed to do.”
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Task #4 – Findings 

Ad Hoc Order Checklist
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Successes/Victories:
• Feedback indicates people 

think the checklist is helpful 
and they would like to use it.

Pain Points:
• A couple of users were unsure 

how to locate this 
information.

• It took some users quite a bit 
of time to find the checklist.
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Finding the Ad Hoc Order Checklist
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• A few users had trouble finding the 
location of this information

• Some people already have this 
checklist in their department.

• If online, they expect it to be 
updated regularly.

• A few users found the page the 
checklist link was on, but it took a 
while for them to find the long link 
lower on the page.

• Might consider changing to a more 
concise, scannable link

Digital Client Experience

Key Quotes

P4: “I’m really just not sure where to go for 
that.”

P5: “We have this saved here in our 
department, but knowing it is somewhere else 
where I would assume enterprise procurement 
is updating it if needed is nice.”

P2: Well, there's a checklist and then I guess 
this is where we would go to get the 
directions.”
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Task #5 – Findings

Location of the SharePoint
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Successes/Victories:

• Most users thought the 
considered path that was shown 
made the most sense to them.

Pain Points:

• A few users preferred an 
independent link 

- Could bookmark

- Within Quick Links section
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Task #6 – Findings

General Exploration & Comments
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Successes/Victories:

• Most people thought this was great information and would help them tackle issues/train 
people.
- One liked there wasn’t TOO much information to look through on the site.

- Thought the site’s content covered all their day-to-day issues. 

Pain Points:

• Multiple users requested an “About Us” page or page with contact information for Spend 
Management team. 
- Noted oddball questions that they can’t answer happen, may need contacts for help.

• Navigation between “Ordering with Ariba” section of training site and Guided Buying/Ariba 
seemed a bit circular/confusing with a couple users.

• Occasionally people were confused by wording.  If a task/system goes by multiple names –
consider listing other possible names in smaller print.
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System Usability Scale
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Overall SUS Score:   83.5  (A-/A)

• 5 of 5 participants completed the survey
- Positive statements scored averaged 4-4.4

(4 was “Agree” and 5 “Strongly Agree”)
- Negative statements averaged 1.4-1.6 

(1 was “Strongly Disagree”, 2 “Disagree”)

• Specific Questions
- All users had the same answer (agree) to the question 

“I think that I would like to use this frequently”
- Most users said that they agreed with the following 

statement:  “I felt very confident using this.”

Digital Client Experience
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Usability Observations & Suggestions
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Observation:

• Once clicking into documents, a few people struggled with how to return to Spend Management SharePoint. 

- Suggestion: Where possible, make it clear how to navigate back to the “Home” page and/or a specific 
user training page.

Observation:

• Chatbot responses were not very specific, which limited value to users at this time.

- Suggestion:   Work to refine that/build out the chatbot database and/or make the answer more 
general with links to a variety of resources on the topic.

Observation:

• Multiple people noted that the Leadership Training page did not follow the same pattern at the AVP/AOA and 
Home Office Employees pages – specifically it lacked the Quick Links category at the bottom. 

- Suggestion: Not positive that this was intentional – double check whether there are similar links that 
should be included for Leadership

Observation:

• People liked “Learn how to” handouts, but may have gotten a little lost with so much text on each button.  

- Suggestion: Consider cutting the sentence under each button name.  (For example, make “Cancel a 
Purchase; I need to cancel my purchase order” into just “Cancel a purchase”.) 

Digital Client Experience
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Question Average 
Score

Positive/
Negative

I think that I would like to use this system frequently. 4 Positive Items 
5 = Strongly Agree
4 = Agree
3 = Neutral

I thought the system was easy to use. 4

I found the various functions in this system were well integrated. 4.4

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

4.2

I felt very confident using the system. 4.2

I found the system unnecessarily complex. 1.4 Negative Items
3 = Neutral
2 = Disagree
1 = Strongly 
Disagree

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

1.4

I thought there was too much inconsistency in this system. 1.6

I found the system very cumbersome to use. 1.4

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

1.6

Appendix A – System Usability Score
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