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Project Overview

In September-October 2012, Ogilvy and Kimberly-Clark began troubleshooting
the Mommy Answers Facebook app, with an aim of improving bounce rate
(~70%) and repeat visit rate (4% of monthly visits are by repeat visitors). An A-B
test of two different Mommy Answers home pages was developed to mitigate
the bounce rate. This test will run for two weeks commencing in December.
While a winner of this test will be declared, it was decided in meetings with the
client that it would be wise to conduct user testing with an aim to further
decrease the bounce, as well as drive higher repeat engagement, visits, and
sharing of the tool. In addition to probing the user interface, the testing would
explore the content in the tool to see if it is meeting the expectations of the
target audience. The findings of this testing would inform the strategy driving
modifications to the tool in Q2 2013.



Usability Test Framework



Research Goals

The primary focus of the study was to examine and analyze the current user experience of the
Huggies Mommy Answers app on Facebook -- inclusive of interface, functionality, and content.

The goals of the Usability Study include:

* Understanding the way respondents experience the Facebook app and why there’s
currently a substantial bounce rate on the landing page

* Assessing respondents’ opinion of the content offered, and whether it meets their
information needs and expectations

* Identifying potential areas of evolution and opportunity that will improve the efficiency,
productivity, and end-user satisfaction



Methodology

Moderated 1-on-1 Usability Study

Participants were recruited by a third-party vendor according to a client-approved screener and
each respondent was in a 1-hour session with an Ogilvy Usability Analyst moderating. These
tests were conducted in-person at Ogilvy offices.

For this study, we examined the following:

e Media Drivers — Expose media related to the Mommy Answers experience

» Specific Tasks — Respondents were asked to complete specific tasks on Mommy Answers app

e User Satisfaction — Respondents were able to talk through the things they like and answered follow-up
guestions about satisfaction with the experience.

* Suggestions for Improvement — Respondents were able to talk through the things they think should
improve and answered follow-up questions about satisfaction with their experience



Respondents

We recruited a total of 10 POME Moms:

In two-primary markets (Chicago, IL & New York, NY)

* Ages were in the range of 23-37

8 of 10 were first-time expecting moms

6 of 10 lived in urban areas



Task 1: Viewing OLA (2 Versions)

Findings:

A: The eye-catching animated messaging
resonated with respondents and the word “cute”
was mentioned a lot in describing this. Some
could see that each one represents a different
stage in the pregnancy. The statements here left
respondents unsure what it’s trying to do - many
thought, “so what?”

Recommendations:

A: Banner ad needs to help respondents
understand the purpose of this or use it to
communicate a clear call-to-action.
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Task 2: Connecting OLA to
Mommy Answers Landing Page

Findings:

A: Because most respondents expected to see some type of
forum for Moms to get advice on pregnancy on Huggies.com,
almost all respondents were surprised to see Facebook. There
were privacy concerns for two reasons:

1. Separate Personal from Professional Life — For the working
Moms, they didn’t want to let their FB community know they
were pregnant

2. Automatically Sharing Too Much Info — Some were un-sure
how much Mommy Answers would show their activity inside
the app to their FB community

The prominent search bar along with the list of articles below
didn’t support the idea of a forum they were expecting from the
OLA. A few respondents thought the search was possibly a way
into a forum where other Moms would answer questions.

Recommendations:

A: Make sure there are consistent elements and messaging on
the landing page experience to deliver on the expectations of
the OLA. Re-consider if Facebook is the right platform for this
experience.
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Task 3: Finding “How to Decorate
a Nursery”

Findings:

A: Most respondents didn’t see this and needed help finding it. When
they did see it, EVERYONE loved it and thought it was valuable. Some
respondents appreciated the progression of each category and the color
treatment was appealing.

B: This is the first thing respondents noticed and all understood
the functionality.

C: Respondents needed a second look at this to really understand the
functionality. Some thought it was a “Go” button for the Search while
others had to take a few minutes. to really read the “or ask your
question...” line.

D: The purpose of this was clearly understood and all liked the
types of content readily available in this area.

Preferred Choice: When respondents were tasked with finding
“How to Decorate a Nursery” all respondents wanted to just use
the “Browse Categories” because the notion was that it was one
of the following:

1. It’s less work than typing in the question
2. The results will be more curated to what they’re looking for

Recommendations:
A: Consider making the functionality more prominent.

C: Be clear through design AND text on the functionality of this
B& D: Keep the same.

facebook Search for people, places and things

YTy

= Huggies Mommy Answers ~ [ v Liked | [ create Page |
i o AN SRRSO N U p—— o
Browse | HuGGIES
Categories 1 MOMMY

A
I
I
I
I
I
I
I
I

ANSWERS

oorar. [l

Baby Development & Due Date
Ultrasounds & Sonograms
Baby Names

Maternity Style

Baby Gear

Search for people, places and things

G| usama Home &z %

= | Huggies Mommy Answers ~ | | v Liked |

Huke | 1k

Top Answers with Moms

Top Baby Girl Baby Names For What Your Early Signs Of  Foods for
Names Of Name Ideas Boys Or Girls Child’s Name Pregnancy Pregnancy
2011 Says About...

Which baby R _, For expectant Babies start off Even if you N2 I
names were most = parents who with a clean slate,  haven't taken a

often searched on choose not tofind  so what you pregnancy test s
Parents.com last out the sex of their  choose for your yet, you can feel X |
year? See our... baby before.. litle one reveals...  the symptoms of...

157 Parents

9 Perermg 542 Parents

>
523 Parents 15 (Dvosie 014 el
—— o e - o



facebook Search for people, places and things Q &) usama Home ax %

Task 3: Finding “How to Decorate

= ‘ Huggies Mommy Answers v ‘ ‘ + Liked ‘ m
”
a Nursery” (Results Set) s T
Categories - MOMMY
Findings: ANSWERS
A: Overall, this page was described as being boring. It’s hard
to scan this page with so much heavy (titles and summary) text
. . Want more answers? Post your questions on the Huggies wall to ask facebook »
with no break and the fact that sometimes the number of results s e——
can be across so many pages it’s daunting to try and go through “Prev | 23 4 5 Next>
Y pag g Y g g
each one.
“This page is kind of boring. It needs a little more of something, Preparing the Nursery
’ ” [ e e e . E-—_——_—————————
| m nOt Sure What' - Respondent #1 How Can | Tell My New Crib Designing a Baby A Non-Themed :
A | WantToUseMy..  Eifect Whatvou..  YoureShanga. :
I M;;JTomedhav;‘keﬁt the T;:;e to go crip—I The Eae;oreAwe r‘mgd ounl' first I'sfh:u\d sgarl((’l"\;st f)osl
“This is kind of plain. There’s no pizzazz to it....there needs to | G poweteb  Sdewds e :
. . . us to reuse, m and they're a whole lot ’ her, even though we appreciate lhai in other
be Someth”‘]g that pops. It’s kind of bonng!" — Respondent #3 1 husband accepted... Siictor hanovar Knew we would have... people, but | ust . |
1 a1 Boovycenter  £31 caffeor &0 sBlogHer | 50 /S BlogHer |
1 1
. . Our Nursery is Kind Deslgnlv_\g th: The Baby's Room Nursery Fun!
Recommendations: | ofBoring Nurseny: Wt | I
A: Consider adding images where appropriate in an effort to help o tmytom Ivas tolall siokedto  Weboughtourhome  When I foundout lwas |
. . [ Iyt Aol o st A i #i A Ak A |
break up the heavy text and also help communicate that particular | Sdeodon’  amiitdeeluwt  fobiadiee " mmmiemt
a nswe r. I - clean lines, modem... possibly before my... perfect for our three... no idea if Pinterest...
1 0o s BlogHer | 50 S BlogHer &0 7S BlogHer | 50 7&>BlogHer :
. " . | Nurseries! The Mother-In-Law Planning Our Confession: What 1
Help organize the large set of answers so it’s easier for respondents and The Nursary | Nursery My Baby Monltoris
to find what they want without having to read everything. I tlorsspamingre | heniomdotny  neistiongon - revesersiena |
I think most people do. | was going to be a girl, boy, | had some early been able to sleep I
had thought about how | s0 many thoughts ran plans for the nursery. | through almost
I would :’fol ?:l%h g;ds' (r;rto;ogh Tgomi:d. One wanted it to be happy, anything, and | holnes(ly I
room. afew... of se thoughts... bright, and gender... was worried that I'd...
: ©0 Gbloghe_ 0 Sbloger &0 SBlogher 0 Sbiogher |
1
1 <Prev | 2 3 4 5 Next> 1

11




Task 3: Finding “How to Decorate facebook RS

Lo Huggies Mommy Answers v v Liked ==
a Nursery” (Each Answer) -
e HUGGIES
Findings: MOMMY

ANSWERS
A: Respondents often complained that certain titles that were too .

long were being cut off and in order for them to find out if that e ——

. . . ar s |
particular answer is relevant would have to click on it in order to read R

it. A How Can | Tell My
“I wish you could see what you’re reading [of the title] before you get Mom That | Don't

to the full content” — Respondent #3 PrepageQ the Nursery). Want To Use My...

wnist  [sa | My mom has kept the
B: Most thought the summary of each answer was ok here while a wymem s v [ 1| B crib | used when | was
few thought it may be unnecessary. it |z a baby—38 years ago.
i Lests)  When she offered it to
R us to reuse, my
C: All respondents understood the purpose of the third-party logos By Horsaty s Kl a’igF{,S" husband accepted...

here and liked it because it added credibility to the site.

It's funny: | am | was totalid
definitely not the kitnof decor]
person who is general] Like, ﬂ. 1 "%

all function over form!" C hy santar
et ; o2 babycenter
clean lines, modem.

Recommendations: PO Py [ -
A&B: Consid | iding the full title to gi dents th
. O Sl er a Ways prOVl Ing e U e O glve reSpOn en S e Nurseries! The Mother-In-Law Planning Our Confession: What
and The Nursery Nursery My Baby Monitor is
H H H H Really Used For
best idea of what the answer is. Instead of a grid-like layout, perhaps v
| loved planning the When | found out my When | first found out | have always been a
H H H HH series f is. | third (and last) bab, that Huds Id b sound sleeper. I\
a list format for the answers would provide easier scan-ability. el | e | o e 2 ve
had thought about how so many thoughts ran plans for the nursery. | through almost
would do each girls' through my mind. One wanted it to be happy, anything, and | honestly
room. If | had a few. of those thoughts. bright, and gender. was worried that I'd
o 7S BlogHer | ¢50 s BlogHer | 50 s BlogHer | &30 7% BlogHer

C: Keep the same.

2 3 4 5 Next>

12



Task 4: Taking a Look at the
Preview Page (Forum)

Findings:
A: Overall, many respondents were surprised to see this page from the

results page. They expected to see the full article and didn’t understand
the need for this since it requires another click to read the full article.

Some were even suspicious if they would get the full article after this page.

“It’s surprising that it’s only showing the question because usually the
answers from other people are underneath.” — Respondent #1

B: When respondents search for something definitive, they are surprised to
see some titles here in the form of a question AND the summary being

written in first-person. In those circumstances, the thought is ‘how do |
know there’s an answer to this question’
in the forum?

C: The summaries were the following:

1. Too short and not giving enough information about the article
2. Not being a good representation of the article

3. Some thought it was ok

D: The link here to read the full article is fully dependent on the quality of
the summaries above. Most respondents were unsure
if they wanted to read the full article.

E: Most respondents didn’t see a need for this on this page. There’s not
enough information to convince them to share with friends/family. If this
was on the full article page, the only thing missing is the ability to email
the article as another way of sharing.
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Recommendations:

A: Consider getting rid of this page since so many thought this
was a barrier to getting to the full article. If this page has to stay
consider making it look more visually appealing or bring in the
full article.

B: On the results page, it’s probably better to distinguish what
answers are from forums since it’s not always relevant to the
search so respondents aren’t surprised here.

C & D: Rather than always using the first line of the article as
the summary, maybe quoting another line of text would be
better served.

E: Consider removing since this isn’t appropriate at this point in
the absence of the full article.



