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Introduction 

Higher education instructors have been using learning management systems (LMS) to 

teach their courses for many years and students have become accustomed to using them in 

their learning. However, when the COVID-19 pandemic hit in spring of 2020, instructors and 

students were pushed into teaching and learning completely online, making them entirely 

reliant on an LMS. This sudden change impacted everyone, and it became rapidly apparent to 

instructors that their courses needed to be accessible and usable for all students, especially 

diverse students who are ability, linguistically, or culturally diverse (Mincemoyer, 2017). 

Furthermore, instructors need to recognize that diversities and disabilities are not singular 

impairments, but rather become apparent when our courses and course materials are 

unaccommodating and limiting to those students (Walters, 2010, p. 430).  Since instructors are 

limited in their ability to change a LMS, they must focus on changing their course design to 

better accommodate students (Hovde, July 12-15, 2015; Hovde, July 16-17, 2015). 

Instructors receive a wide range of students with diverse learning needs and 

accommodations, so their courses, course materials, and course designs need to be usable and 

accessible to all students initially, rather than redesigning on a case-by-case student 

accommodation basis (Huntsman et al. 2019). To do this, instructors need to take on the role of 

a technical communicator. A strong understanding of technical communication aids instructors 

in identifying how to improve their course design and where those improvements are needed 

(Bartolotta et al., 2017). Usability testing is one way for instructors to identify where their 

diverse students are struggling, thus pinpointing where instructors can improve their course 

design so that it is more accessible and usable (Oswal, October 4-6, 2019). 
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While previous usability studies have been conducted on LMSs, there are limited studies 

that focus on the usability of a discipline specific course, like English, to determine how usable 

the tools within those courses are for students. Fathema and Akanda (2020) point out that the 

usability of the LMS depends on the discipline tools that they need for their courses and that 

more research needs to be done on this topic. Furthermore, there are a lack of usability studies 

on LMSs whose focus user group are diverse students, leading to a major population of 

students whose needs are not studied because they were never included in the design process 

(Rose, 2016). That is why I conducted a usability study on the LMS Canvas to understand how 

usable tasks in an English course were for diverse and disabled students. By doing so, even 

though it is a lot of work, instructors can design their courses with the knowledge of how to 

accommodate their students’ needs so that the course tasks more efficient and satisfying for 

them. 

Literature Review 

 In the literature review, the research that is currently known on this topic will be 

explained. Each subsection defines common terminology found throughout along with the 

research known on each topic. Furthermore, the gaps in the research are explained and how 

this study continues the research known. 

Learning Management Systems  

Learning management systems (LMS) are web based educational systems that facilitate 

teaching, training, and learning both on and off campus for universities. They allow teachers to 

design an in-person course, a hybrid (half online, half in-person) course, or a completely online 

learning course where students can access the materials, assignments, and exams anywhere 
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using the internet (Cassidy, 2016; Coy et al., 2014; Ifijeh et al., 2015; Nakamura et al., 2019; 

Nieves et al., 2019). Learning management systems are integral to education today (Babu & 

Singh, 2013) as they provide spaces for communication, group work, student assessment, 

assignments, discussions, and course materials (Babu & Singh, 2013; Cassidy, 2016; Nieves et 

al., 2019). These systems are adaptable, allowing instructors to create a course for any 

discipline and for students to learn in a multitude of different ways to better suit their learning 

needs (Fathema et al., 2015; Fearnley & Amora, 2020; Ifijeh et al., 2015; Walker et al., 2016; 

Wichadee, 2015).  

The need to make these courses accessible for all students and learner types has been 

researched for decades. However, when the COVID-19 pandemic hit and all instructors and 

students were forced to rely solely on the LMS for educational learning, it exposed design and 

usability issues within the LMS and within instructors’ courses. Instructors are limited in their 

ability to change a LMS itself to make it more usable for their students (Hovde, July 16-17, 

2015). However, instructors can focus their attention on what they can do within their courses 

to make them as accessible and usable as possible to all students, including diverse students 

(Hovde, July 12-15, 2015).   

Diversity in Students 

Universities have a student body made up of people with diverse backgrounds. They 

come from different cultures and have differing linguistic, physical, mental, and technological 

abilities. They may have military training, have families, be first generation college attendees, 

be young adults or middle aged. Such diversity creates a culture of constantly changing student 

needs in which universities and instructors need to accommodate (Huntsman et al. 2019; 
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Wynants & Dennis, 2018). Furthermore, universities and their instructors are required by law 

through the Americans with Disabilities Act of 1990, Section 508 of the Rehabilitation Act, and 

Individuals with Disabilities & Education Act to provide accessible and usable courses to their 

students and provide modifications and accommodations when necessary. These requirements 

also apply to the LMS and learning materials that are being used as a part of the course (Babu & 

Singh, 2013; Simoncelli & Hinson, 2008). However, with such a diverse student body, it is 

understandable why instructors, and even the university, struggle to understand how to best 

accommodate all of their students. That is where technical communication can assist educators 

with this challenge. 

Educators and Technical Communication  

 In order to understand how technical communication can help instructors and their 

courses, it needs to be defined. Technical communication is defined by the Society for Technical 

Communication’s Technical Communication Body of Knowledge (TCBOK) as: 

 A user-centered approach for providing the right information, in the right way, at the 

right time so that the user’s life is more productive. The value that technical 

communicators deliver is twofold: They make information more usable and accessible to 

those who need that information, and they advance the goals of the companies and 

organizations that employ them. (TCBOK, 2021) 

Through this definition, one can recognize that instructors, knowingly or unknowingly, 

implement technical communication into their everyday teaching. They need to provide course 

materials that contain accurate information for students, and they need to create usable course 

designs and course materials so students can access the information they need to be 
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productive in their assignments. In addition, instructors need to make their entire course 

accessible and usable for a broad and diverse student population who have different levels of 

experience using the LMS (Hovde 2015b; Huntsman et al. 2019).  

Instructors use technical communication in other ways as well. Since a LMS is a web-

based service, instructors take on a technical communicator role to help students adapt to the 

changes made when an LMS is updated (Oswal, October 28-30, 2019). They also need to use 

technical writing and usability skills so that they can edit their course design and materials for 

“readability, technical usability, and access” (Warner & Hewett, 2017). To do this effectively, 

instructors provide instruction on what to do for assignments, as well as how to complete the 

task through the LMS (Warner & Hewett, 2017). This means instructors need a high level of 

fluency with the material and the LMS to successfully write those instructions. Furthermore, 

instructors need these skills to support diverse students’ learning abilities. These students 

might struggle with the LMS due to their sensory, coping, and proficiency abilities, or because 

they have limited LMS proficiently, technology availability, or support. All these challenges can 

impact how well students are able to use the learning technologies provided (Draffan & 

Rainger, 2006). Through the use of technical communication, usability, and technical writing 

skills, instructors are able to create courses that are usable and accommodating for students 

and will also be able to support their learning with these skills. However, many instructors use 

these skills unconsciously and do not know how to fully utilize their technical communication 

skills to their advantage and to their students’ advantage. 

For instructors to use their technical communication skills effectively, universities need 

to train and support them. Studies have shown that staff and instructors do not have the skills 
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and knowledge needed to develop inclusive practices and strategies within their courses to 

properly accommodate diverse students (Pearson et al., 2019; Simoncelli & Hinson, 2008; 

Wynants & Dennis, 2017; Wynants & Dennis, 2018). Therefore, research has recommended 

that universities assist teachers, and students, by providing training sessions on disabilities and 

the LMS so that all parties are comfortable and confident using the system (Alshammari, 2020; 

Wichadee, 2015). Furthermore, Bartolotta et al. (2017) has found that instructor training that 

focuses on technical communication and usability are foundational in creating more user-

centered designs in courses. They also found that when instructors are trained in usability 

methodology and technical communication, they are able to effectively use their understanding 

to identify where to improve and how to improve the design of their course (Bartolotta et al., 

2017). 

Usability and its Impact in Education  

To assess a course’s usability, instructors need to know how well students can navigate 

their course to find the materials, lectures, assignments, and exams that they need to complete 

the class (Bartolotta et al., 2017). Usability is defined by the International Organization for 

Standardization (ISO, 2018) as the “extent to which a system, product, or service can be used by 

specified users to achieve specified goals with effectiveness, efficiency, and satisfaction” (sec. 

3.1.1). Though this process is time-consuming due to the IRB, recruitment, testing, and 

analyzing process, it enables instructors to pinpoint where student users struggle and can 

therefore determine how to improve the course to remove those barriers (Hovde, July 16-17, 

2015).  
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The definition of usability identifies that a user group and goals need to be specified. In 

a university that is trying to accommodate and make courses usable for a diverse range of 

learners and students, it may seem difficult to choose a user group. However, research has 

shown that focusing on improving courses for diverse and disabled students improves the 

learning experiences for many other students as well, leading to an overall better learning 

experience (Huntsman et al. 2019; Palmeri, 2006; Pearson et al., 2019; Walters, 2010; Wynants 

& Dennis, 2017). The field of TPC, or technical and professional communication, also 

encourages usability testing for diverse and disabled users because disability is seen as a social 

construct of oppression in an unaccommodating society rather than a single impairment within 

an individual (Huntsman et al., 2019; Walters, 2010). Furthermore, if usability testing and 

designers do not include vulnerable and diverse populations into their studies, then instructors’ 

courses have a high chance of maintaining the inequities that we have delivered to our students 

in the past (Rose, 2016). This means we are maintaining the unaccommodating society that we 

should be trying to break out of.  That is why it is critical for universities and instructors to focus 

their usability assessments on the diverse and disabled student body so that their needs, and 

consequently the needs of the broad student body, are understood and addressed. 

When considering accessibility from a technical communication and usability 

standpoint, it is important to remember that diversities and disabilities are broad and have a 

spectrum of needs (Huntsman et al. 2019; Oswal & Meloncon, 2017; Pass, 2013). This means 

that one usability test cannot recognize the needs and struggles of all types of diversities and 

disabilities, especially since the needs of students change overtime. This is a limitation of 

usability testing as it “evaluates products in a very specific context that changes based on the 



 8 

stage of a design process, the users tested, and the environment where the product is being 

tested” (Crane, 2021). However, usability testing is the beginning of a foundational 

understanding of how instructors can improve their courses to better serve their diverse 

students. In addition, the only way instructors know about the thoughts of disabled and diverse 

students is by learning through their interactions with the course. Through those usability 

analyses, instructors can design their course, not on the biases of what they think a disabled or 

diverse students need from the course design, instruction, and materials, but rather design 

based on the actual knowledge of what this user group needs (Oswal, October 4-6, 2019). 

Usability studies on LMS have been conducted in the past and they typically focus on 

testing methods used for assessing a LMS and how students engaged with the system. 

Alshammari (2020) found that a positive and well-designed LMS lead to a better use of the 

system itself. Another study found that multimedia e-learning systems and tools were used the 

most by students (Ifjeh et al., 2015). The focus of one study was on blind and visually impaired 

users and found that the TUME method, a task-oriented, user-centered, multi-method 

evaluation technique, was effective in accessing the usability of a LMS for that user group (Babu 

& Singh, 2013). A further study was conducted on an adapted user experience questionnaire for 

LMS with a translated questionnaire for linguistic diverse students to understand the 

effectiveness of the usability survey (Santoso et al., 2016). One study tested two usability 

techniques to analyze LMS, finding that both were easy to use but each had limitations 

(Nakamura et al., 2019). Hovde (July 12-15, 2017) explained how to evaluate the usability of 

online course interfaces and their constraints. In their study, Oswal (October 4-6, 2019) found 

how to make user experience more inclusive to those with disabilities through the research 
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process and the user group process. Bartolotta et al. (2017) researched the ways in which 

usability test could be incorporated into revising online courses, providing recommendations 

and approaches on how to do the testing. The study conducted by Fathema and Akanda (2020) 

on instructors and their usability of the LMS found that the usability of the LMS depended on 

the course’s specific discipline tools that they needed for their courses. These studies above 

demonstrate the research that has been conducted concerning usability and LMSs, and they 

also indicate where there is a need for further research. 

A small number of studies exist concerning usability testing on discipline specific courses 

that utilize specific LMS tools. As Fathema and Akanda (2020) suggested, more research needs 

to be done on discipline specific courses because the LMS tools they use differ depending on 

the subject of the course. For example, composition courses use the LMS tool for peer-review, 

while most other courses may not use this tool at all. Furthermore, there is limited usability 

research on how usable LMSs are for diverse populations, although they have become more 

frequent in the past decade. This usability study aims to bridge part of this gap by conducting a 

usability test that explores how instructors can use the LMS Canvas to better serve diverse 

users and make the tasks more efficient and satisfying for them.  

Methodology 

This section will serve as an overview of how my study was conducted. It will discuss 

how the focus user group was chosen, how users were recruited, how the procedures for the 

study were implemented, and how the data was collected during and after testing. Eastern 

Washington University’s Institutional Review Board (IRB) approved this study (HS-5987). 

User Groups 
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A user is defined by the International Organization for Standardization, or ISO (2018), as 

a “person who interacts with a system, product, or service” (sec 3.1.7) and a user group is 

defined as a “subset of intended users who are differentiated from other intended users by 

characteristics of the users, tasks, or environments that could influence usability” (sec 3.1.8). 

The users for this study were students at Eastern Washington University (EWU) where the study 

took place. Furthermore, the user group chosen for this study were diverse and disabled 

student users since the focus of this study was to see how usable Canvas’s web platform (not 

the app) was for diverse students at EWU in order to give recommendations for course 

improvements to teachers and faculty.  

To determine user demographics of the user group that I would be recruiting, a user 

matrix was established before the recruitment process (see Table 1). A user matrix is conducted 

to better understand user demographics and to help the researcher predetermine user groups 

that they should be looking for during recruitment to cover a wider basis of the user 

population. Based on demographic data collected to understand user populations and types of 

users, the user matrix includes demographics of age, gender, monolingual/multilingual, 

transfer/non-transfer, new user/current user, internet availability, device(s) used, and 

disability. General statistics on EWU’s student population was gathered from the university’s 

Student Enrollment & Demographics webpage (2020) which included data on age, gender, 

nationality, and transfer/non-transfer status for the general EWU student body. In addition, I 

gathered general statistics about internet availability through the U.S. Census Bureau 

(Department of Commerce) (2018) and (2020), device usage statistics though Statistica (2015), 

and language diversity through the United States Census Bureau (2015). Since my user group 
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focus was on disabled and diverse students, that was a general requirement for all users in the 

user matrix.  

For the purposes of this study, the defining characteristics for a user to be considered 

diverse were as follows: anyone that was able-diverse, has a disability, or comes from a diverse 

background. Examples include: a student that is ability diverse, meaning they have varying 

abilities and/or disabilities due to their mental, social-emotional, and/or physical abilities; 

culturally diverse, which are the similarities and differences between people and the way they 

live and interact with others; and/or linguistically diverse, which is how language is understood, 

spoken and used, as well as how many languages are known to an individual (Mincemoyer, 

2017). These demographics determined what demographic questions needed to be asked in the 

pre-test survey (see Appendix B). The pre-test survey was used to recruit participants for my 

usability study. 

Recruitment 

Once the IRB was approved, a recruitment message for the study was sent out to 

instructors and departments at EWU so that interested students could take the attached pre-

test survey (see Appendix B). The departments the recruitment message was sent to were 

Disability Support Services (DSS), the Multicultural Center, the Pride Center, Chicana/o/x 

Studies, Africana Studies, American Indian Studies, and Disability Studies. There was no 

incentive provided by my study for participants, but instructors and departments were told that 

they were welcome to give an incentive if they chose to do so.  

A pre-test survey (see Appendix B) was used to gather student participants and to help 

inform the decision of who the chosen users were for the usability testing. The pre-test survey 
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included a consent form (see Appendix E) for participation in the study, questions about 

participants’ demographic information and questions about their willingness to participate in 

the study. To determine whether a user was able-diverse, was disabled, or was diverse, the pre-

test survey had participants self-identify and explain their diversities and/or disabilities. This 

criterion was decided upon because diversities and disabilities are on a broad spectrum and the 

willingness to share that information depended on the individual. It was important to let the 

participants choose if they wanted to divulge that information after being informed that they 

would not be discriminated against, and their personal information would not be revealed in 

the findings of the study.  

In usability testing, small usability testing is a valid method of collecting data through a 

usability test. As a singular researcher with limited time to conduct usability testing, I decided 

to test between 10 and 20 participants. Smaller usability tests with smaller user participants 

have been found to find 80-85% of findings and problems that users encounter within the area 

of the product that is having usability testing conducted (Barnum, 2011). With this knowledge, 

usability research has acknowledged that having a smaller number of participants still leads to 

valid results and findings. 

Out of the 81 responses to the pre-test survey, 25 possible users were chosen based on 

their willingness to participate in the study and their response to being able-diverse and/or 

disabled. The demographics from the 25 potential participants were compared to the 

demographics in the user matrix to identify which users fit the general demographic user 

groups best. After comparing the demographics of potential participants to the demographics 

of the user matrix, I took their listed diversities and narrowed them into groups so that I could  
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Table 1 
User Matrix 

  

 
User 1A User 2A User 3A User 4A User 5B User 6B User 7B User 8B 

Age   18-22 27-30 31-40 51-60 18-22 23-26 31-40 41-50 

Gender Female Non-Binary Male Female Male Female Female Non-Binary 

Linguistic  Multilingual Multilingual Monolingual Monolingual Monolingual Multilingual Monolingual Monolingual 

Transfer, 
non-
transfer, or 
international 

Non-
transfer 

Transfer Transfer Non-transfer Transfer International  Non-transfer Non-transfer 

New and 
Current 
User  

New New New New Current Current Current Current 

Internet 
Availability 

Reliable Unreliable Reliable Unreliable Reliable Unreliable Reliable Reliable 

Device Laptop, 
desktop 
and cell 

Desktop Tablet and 
cell 

Tablet, 
desktop, and 
cell 

Laptop and 
cell 

Laptop and 
cell 

Desktop, 
laptop, and 
cell 

Desktop, 
and cell 

Able 
Diverse or 
Disability 

Yes Yes Yes Yes Yes Yes Yes Yes 

Note. A user matrix table with eight users on top and the demographic information on the left. The user types were decided based Eastern Washington University demographic 
research and United States demographic research. 
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get a representative sample for each of the many different diversities and demographics that 

were presented. This narrowed my participant list down to 21 possible users.Once the 21 

participants were chosen, a welcome message was sent to decide a date and time that users 

were available for usability testing (see Appendix C). Of the 21 emails sent, 12 of the users 

responded. Once a date and time were scheduled, an email with necessary materials (see 

Appendix D) was sent the day before the assessment. These materials were the test document 

(see Appendix H), the test image (see Appendix I), and the Zoom link needed to get on a 

conference call to perform the usability testing. 11 users showed up to the scheduled meeting 

time and took the usability evaluation: three male, six female, and two non-binaries. 

Procedures 

While participant recruitment was occurring, two pilot studies were conducted with two 

additional students to understand how appropriate the test script, tasks, and data collection 

were. Small changes were made to the test script once the pilot study was completed. These 

changes included changing “Canvas message” to email and changing the posttest survey link to 

the correct link.  

Usability testing took place between February and March 2021 on the date and time 

that the 11 student users were available. For the purposes of maintaining their anonymity, each 

participant was assigned an alias of “User #A” or “User #B” depending on if they were a newer 

user or an experienced user of Canvas. 

• A newer user was determined if they had one to three quarters of experience 

using Canvas, which is effectively one school year or less. 
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•  An experienced user was determined if they had four or more quarters of 

experience using Canvas. 

The usability tests took place on participants’ computers and tablets due to everyone 

working remotely during the pandemic. The usability test was recorded onto my computer, 

uploaded to EWU’s Google Drive, and then deleted from my computer so that no user’s 

personal information would be stored on any personal computer. The usability evaluation took 

about 30 minutes, including the introduction, review of the consent form, description of 

procedures, the actual usability evaluation, post interview questions, and a post evaluation 

survey. 

The usability testing method used was summative usability testing (Barnum, 2011). 

Summative usability testing is done when a product, service, or tool is finished so that it can be 

determined if it still meets the requirements of its users (Barnum, 2011). Since Canvas is 

already a developed learning management system (LMS) and this small study was conducted to 

understand if it still meets the needs of diverse student users, it was determined that a 

summative usability test should be conducted. Furthermore, the usability testing done was a 

small study, which uses the steps of “defining the user profile, create task-based scenarios, use 

a think-aloud process, and make changes and test again” (Barnum, 2011) to recruit users and 

collect data and findings.  

Data Collection 

At the beginning of the usability test, it was explained to participants that they would be 

recorded while going through a series of tasks. They were told to speak their thoughts and 

actions out loud, that their facial expressions were recorded and their screen video was 
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captured in order to accurately gather information such as touchpoints, time, completion, and 

error scale (Barnum, 2011). Users were then given the scenario of being an English 101 student 

trying to complete assignments commonly found in an English 101 course at EWU.  

To get users comfortable with the testing process, which included thinking aloud and saying 

when they were done with the task, a practice task of finding a module and reading its contents 

out loud was given. Afterwards, users were asked to complete the five usability assessment 

tasks. As an English 101 teacher, I was able to create a fairly accurate representation of tasks in 

an EWU English course. There are a mixture of common tasks found in most courses and English 

specific tasks that are typically only found in English or Composition courses. The common tasks 

included in this assessment were: 

• submitting a document to an assignment (task 1); 

• replying to a discussion board (task 2); 

• viewing general instructor feedback (task 3); 

• replying to an announcement (task 5). 

The tasks that were English or Composition course specific were: 

• viewing instructor feedback that was made directly on an essay (task 3); 

• making peer review comments on a peer’s essay (task 4). 

Once the tasks were completed, the participants were asked a series of interview questions 

about their experience (see Appendix G). Afterwards, they were sent a SurveyMonkey link over 

the Zoom chat so they could complete a posttest survey. This was done to gather further 

information about their experience. 
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To gather and collect data, both qualitative methods and quantitative methods were 

used as seen above. Qualitative data was gathered through the think aloud protocol, the 

posttest interview, the written notes in question 10 of the posttest survey, and the observation 

notes. Qualitative data was used to understand user error and the types of user error they 

faced, as well as what tasks were most difficult for them. Quantitative data was gathered 

through the recordings to determine time-on-task and user clicks, questions one through nine 

in the posttest survey, and the completion of the task. 

To ensure user anonymity and privacy, all of the collected data was secured through 

Google Docs, Sheets, and Drive as well as through SurveyMonkey so that none of the users’ 

personal information would be stored on personal computers. The surveys that were 

conducted before and after the usability test were done through SurveyMonkey. Furthermore, 

the usability testing and recording of users was done through Zoom since it had the capabilities 

to screenshare and record.  

Results 

The following section will discuss the results of the data collected from the usability 

tests. This includes the time on task, user clicks, completion rate, errors and their severity, and 

common patterns that were found with each task. The Error Severity Scale was used to 

determine the severity of the error a user faced. The scale determined if an error was cosmetic, 

serious, or catastrophic (see Figure 1 for definitions). Additionally, the results of how newer 

Canvas users did in comparison to experienced users will also be discussed. 

Task 1 

For task one, the participants were asked to find the next assignment due and submit 
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Figure 1 

Error Severity Scale 

 

the test document there.  On average it took 10 clicks, which are touchpoints, and 90 seconds 

to complete. It was the third most difficult task to complete with five users unable to finish the  

task properly and six were able to complete it. Of the five users that were unable to complete 

the task, two were current users and three were newer users. There were five catastrophic 

errors for task one (see Figure 2) because one experienced user was unable to find the 

assignment and the other four users submitted to the discussion board instead of the next 

assignment due. For the posttest survey results on questions six through nine, users could 

check all that applied to their experience with the task which was why there are more than 11 

responses in these upcoming results. In the posttest survey results, three users thought it was 

unnecessarily complex, one found it cumbersome to do, three thought it was unusable without 

prior instruction, and nine users thought it was easy to use and well-integrated. 

Task 2 

Task two asked participants to find the next discussion board assignment due and reply 

Note. An explanation of the error scale used in this usability assessment ranging from small (cosmetic) errors to big 
(catastrophe) errors. This is sourced from: Crane, K. (2020). Data collection methods_v2020. [PowerPoint slides]. 
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to the discussion board with four items: the test document, the test image, a short sentence, 

and a URL link. It took 23 clicks and 140 seconds on average to complete the task. Three users 

were unable to finish the task and eight were able to complete the task. Of the three that were 

unable to complete the task, two were current users and one was a newer user. However, 

while many were able to complete this task, there were six errors, three were catastrophic, one 

was serious, and two were cosmetic. Five users had no errors (see Figure 3). There were five 

participants that believed this task was unnecessarily complex, two that thought it was 

cumbersome to use, two users that thought this task would be unusable without any prior 

instruction, and seven that thought the task was easy to do and well-integrated. The biggest 

issue that users had with this task was the inability to attach the image and the document. 

Task 3 

For the third task, users were asked to find the instructor feedback for an assignment 

and speak out loud three instructor comments that were given as feedback. It took users on 

average 11 clicks and 100 seconds to complete. Only five users were able to complete this task 

while the other six were unable to finish or complete the task. Out of the five users that were 

unable to complete the task, three were newer users and two were current users. For errors, 

there were six catastrophic, one serious, two cosmetic, and only two users that had no error 

(see Figure 4). the post-survey results, seven users thought it was unnecessarily complex, four 

thought it was cumbersome to use, four thought that they would be unable to complete this 

task without prior instruction, and only three users thought it was easy to use and well-

integrated. Finding the instructor comments that were directly on the users’ essays was the 

biggest cause of error that student users faced. 
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Figure 2 

Error Severity Scale Graph for Task 1 

 

In  

Task 4 

Our fourth task asked the users to find their peer review partner on an assignment and write 

one submission comment and two comments directly on their peers’ essay through Canvas. It 

took 11 clicks and 113 seconds on average for our users to complete this task. Only three were 

able to complete this task while the other eight could not finish. Of the eight users that 

struggled, four were current users and four were newer users. Ten users encountered an error 

with eight having a catastrophic error, two having a cosmetic error, and only one user not 

having any error with this task (see Figure 5). Eight users thought that this task was 

unnecessarily complex, seven thought it was cumbersome to do, five thought it was unusable 

without any prior instruction, and four thought it was easy to do and well-integrated. A 

common pattern of struggle was the inability to write a direct comment on the essay as eight 

users were unable to do so. 

Note. This is a bar graph demonstrating the severity of errors and the number of users that encountered those errors for 
Task 1. 
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Figure 3 

Error Severity Scale Graph for Task 2 

 

Task 5 

The fifth and final task was to find the most recent announcement and reply to the 

announcement with a short sentence. On average it only took users five clicks and 36 seconds 

to complete. All of the users were able to complete this task with no errors. Only one user 

thought that it was unnecessarily complex, two thought it was unusable without prior 

instruction, and 10 thought it was easy to use and well-integrated. 

Analysis 

The analysis will cover the collected data from the results section, including time-on-task, user 

clicks, completion, errors, and what the data showed about new versus experienced users 

means. Any patterns and areas of struggle are also explained. The interview notes will also be 

included in the analysis with the observations that were noted during the usability tests. 

Furthermore, learnability will also be noted and elaborated on using by Whitney Quesenbery’s 

Note. This is a bar graph demonstrating the severity of errors and the number of users that encountered those errors for 
task 2. 
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Figure 4 

Error Severity Scale Graph for Task 3 

Note. This is a bar graph demonstrating the severity of errors and the number of users that encountered those errors for task 
three. 

 

 (2003) five dimensions of usability. This is also known as the five E method because the five 

components are: effective, efficient, engaging, error tolerant, and easy to learn (Quesenbery, 

2003). As a brief overview, effective is how completely and accurately users can do a task, 

efficient is how quickly and accurately a user can complete a task, engaging is how satisfying 

and pleasant the product interface is to use, error tolerant is how the product is preventative 

towards errors and promotes recovery from those errors, and easy to learn is how well a user 

can learn to use a product and continue to learn with more complex tools within the product 

(Quesenbery, 2003). For exact definitions see Table 2. 

Task 1 

When users were doing task one, many struggles, patterns, and areas of the five Es 

became apparent. On average, it took users 111 seconds and 10 clicks to do the task with an 

outlier being user 2B, who struggled with major anxiety and spent 332 seconds and 17 clicks 
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Figure 5 

Error Severity Scale Graph for Task 4 

Note. This is a bar graph demonstrating the severity of errors and the number of users that encountered those errors for task 
four. 

 

wandering around Canvas explaining their struggles and why they were so frustrated with 

trying to find the next assignment due. They did end up on the assignment page and explained 

how to submit the assignment but were unsure if that was the next assignment due, leading 

them to eventually giving up and moving to the next task. 

I do want to mention that since the user focus group are diverse students, I hesitate to 

call user 2B an outlier as they represent a user group that exists in the diverse student body 

that should be represented. That is why when an outlier is mentioned, they are still considered 

a valid part of the user research that adds insight into the analysis, even though they did not 

follow the majority. When 2B was removed from the task one data, the average time was 89 

seconds and average clicks was nine. There were two users that were efficient at this task. The 

most efficient time was 43 seconds to complete and the most efficient clicks to complete the 

task was six clicks. When evaluating the average clicks to the most efficient clicks, it shows how  
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Table 2 

Whitney Quesenbery’s Five Dimensions of Usability 

Effective The completeness and accuracy with which users achieve their goals. 

Efficient The speed (with accuracy) with which users can complete their tasks. 

Engaging The degree to which the tone and style of the interface makes the product 

pleasant or satisfying to use. 

Error tolerant How well the design prevents errors, or helps with recovery from those that 

do occur. 

Easy to Learn How well the product supports both initial orientation and deepening 

understanding of its capabilities. 

Table 1 The Five Dimensions of Usability with their definitions by Whitney Quesenbery including definitions for effective, 
efficient, engaging, error tolerant, and easy to learn (Quexenbery, 2003). 

 

users struggled to effectively and accurately do this task. 

Five users, three were newer Canvas users and two experienced, were unable to 

complete the task which led to five catastrophic errors. User 2B spent a lot of time navigating 

around Canvas to find the assignment. However, their stress about not knowing the due date 

caused them to never submit the test document to the assignment. They looked and interacted 

with the to do list on the home screen multiple times, even though they stated, “I never use the 

to do list because it is so confusing” which was attributed to the lack of understanding that the 

icons indicated what type of task it was (see Figure 6). 

The other four users encountered difficulty with the available until date information. It 

was listed first under the assignment title causing users to think it was the due date (see Figure 

7). This was a clear issue of engagement as the label ‘available until’ was either difficult to read 

or did not draw the attention of the users, leading them to the wrong assignment. Instead, they 
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Figure 6 

To Do List on Canvas 

 

Note An image of the to do list from the test course. The icons on the left indicate the type of to do (assignment, discussion, 
announcement, etc.) followed by the title and date. 

 

were led to the discussion board where they submitted the test document. User 1A even 

returned to the assignments tab to make sure the date they looked at was correct. After seeing 

the available until date, they returned to the discussion board feeling more confident. The six 

users that completed the task never looked at the due date and instead trusted that the top 

assignment listed on the assignment page was the next one due. This speaks to the error 

tolerance of this task with certain users being led to the wrong assignment, even after one user 

double checked, and other users relying on the interface which prevented a lot more errors 

from occurring. An important thing to note was that all users were comfortable submitting the 

test document once they were led to the proper assignment (in order to prepare for tasks three 

and four), so the isolated issues were the dates and the to do list being confusing. 
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Figure 7 

Upcoming Assignments on Canvas 

 

Note. An image of the assignment dates through Canvas with the available until date first and the due date second. 

 

The next analysis was how the post survey results matched the actual data of users 

were able to complete task one. Three of the five users that were unable to complete the task 

replied that this task was complex and cumbersome while the rest mentioned that it was easy. 

While this did not quite match the five incompletes and six completes, it was important to 

remember that submitting the document was easy for all users, but finding the correct 

assignment was difficult. Three users also thought that prior instruction was needed to 

complete the task, with one response coming from a user that completed the task without 

issue. An important finding was that these responses were not quite reflective of the actual 

issues that these users faced, with more users facing difficulties, but the submission of the 

document was also not very challenging for many. This means the analysis of the ease of 

learning was slightly complex, as many users thought it to be easy, but a good portion of users 

encountered the same error. This could be a result of once prior experience or instruction has 

been encountered, there would not be a high need for repeated instruction to complete the 

task. 
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Looking at the data to see how newer users’ experience with Canvas compared to 

experienced users, was another important aspect to examine for each task. For the completion 

of task one, three of the five newer users were unable to complete the task, while two of the 

six experienced users were unable to complete it. This indicated that the ease of learning was 

lacking for newer users and experienced users who had limited experience with or had never 

encountered available until dates before, but once the system was learned, it was easy to use. 

Overall, newer users had more issues with task one but both newer and experienced users 

expressed similar frustrations. 

Task 2 

To complete task two, users had to reply to the discussion board with four items: the 

test document, image, URL, and a short sentence. The number of items to complete in this task 

meant it took users longer and more clicks overall than the other four tasks to complete. On 

average it took users 174 seconds and 23 clicks to do the task. However, user 2B was an outlier 

for time in this case with them spending 543 seconds on this task. This was due to them not 

remembering what a discussion board was at first, then not thinking it was the correct 

discussion board because they were used to a lot of replies being available on the discussion 

board already, and then spending a lot of time trying to drag and drop the test image into the 

general discussion board textbox. This user explained that a big issue they had was spending 

“more time trying to figure out how to do the mechanics of the lesson than what I am learning” 

which was reflected within these first two tasks. When 2B was removed from the data, the 

average time was 137 seconds for the remaining users. When compared to the most efficient 

user, who spent 77 seconds and nine user clicks completing the task, it can be understood that 
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this task was difficult for many users. Furthermore, it was noticeable that the efficiency on 

doing the task in a timely manner as well as the effectiveness of being able to do the task with 

the least number of clicks was not very high which was due to certain errors that will be 

explained. 

The effectiveness of the task was shown with only three users were unable to complete 

the task. While there were more errors when compared to task one, the errors were less severe 

with three were catastrophic, one was serious, and two were cosmetic. This shows the lack of 

error tolerance with the task. The two users, one newer and one experienced, that decided to 

go to the assignment tab first encountered the issue of not being able to identify which 

assignments were discussion boards. With the only assignment type indication in the 

assignment tab being the icons, and the lack of attention to icons in the to do list from task one, 

it was a clear indication that the icons do not help users (see Figure 6). This also indicates users 

being unfamiliar with them or not noticing them in general which points to a lack of 

engagement with the LMS interface. 

There were three users that were unable to attach two items to a discussion board 

reply. One newer user was able to recognize that their second attachment replaced their first 

which made them frustrated. The other two users that experienced this problem never noticed 

and believed that they completed the task, not understanding that only one item could be 

attached. This caused users to fail to complete the task without knowing, but when the user 

discovered the discrepancy, it caused a great deal of frustration. Another struggle area was 

three users experienced some question about the upload image screen (see Figure 8). One user 

that encountered this issue mentioned “hmm, I don’t think that is what I want and I am a little 
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confused.” This was because the icon overtakes the screen while the instructions are small and 

gray at the bottom. One user also tried to attach a document but was unsuccessful due to the 

red X next to the attachment leading them to believe it was not attached properly. They stated, 

“I seem to have done something wrong since this was here [points to the X]” which indicates 

that the visual has multiple meanings of removing the attachment and the attachment not 

being loaded properly. These areas of struggle indicate that there are many ways to complete 

this task, but those pathways have a low error tolerance due to areas not being engaging to the 

user. 

Understanding if the task was easy to learn was another area to examine. The post-

survey results had four users stating that the task was cumbersome or unnecessarily complex. 

Two of these users went to the assignment page but were unable to find it, one user had a 

cosmetic error, and one user had no errors when completing the task. It was surprising to find 

that the one user who identified their double attachment not working said that the task was 

easy and well-integrated. Seven users thought this task was easy and well-integrated which 

included the two users that never realized the attachment error. Surprisingly, only two users 

thought that this task needed prior instruction to be able to complete it. This indicates that this 

task was fairly easy to learn but has some deceptive errors that users would not realize until the 

assignment was graded and points were lost for the assignment. 

Next, it was important to see how newer and experienced Canvas users were affected 

by task two to understand if experience with the LMS had an impact on the results. The 

completion rate differs from the number of errors as one newer user and two experienced 

users were able to complete the task while three newer users and three experienced users 
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Figure 8 

Discussion Board on Canvas 

 

Note. An image of the discussion board and the task relevant overlays that appear when a button is clicked on. This includes the 
attached button and the image upload button (which is very similar to the document upload button). 

 

encountered errors while completing the task. This explained that there were more 

experienced users that could not complete task two but both newer users and experienced 

users ran into the same number of frustrations. This indicated that the ease of learning was 

lacking for users, but once they were familiar with the task, the discussion board was found to 

be easy to use. 

Task 3 

Finding the three instructor feedback comments on an assignment for task three was 

surprisingly difficult for most users. As mentioned in the methodology, tasks one, two, part of 

three, and five were tasks that most students have some experience with as they are common 

in most online courses at EWU. Task three was different, as instructor feedback in the form of 

submission comments seemed to be relatively known, but direct essay comments from 
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instructors were hard for users to find. Users likely struggled with direct essay comments as 

that was more of an English course function and was unfamiliar. It took users on average 100 

seconds and 11 clicks to do the task. User 4B was an outlier and found the submission comment 

on the assignment page but did not spend any time or clicks trying to find the direct essay 

comments, ending the task at 47 seconds with two clicks. The average time and clicks without 

user 4B was 105 seconds and 12 clicks. In order to understand the efficiency of this task I 

compared the average time to complete the task to the most efficient learner’s time. The 

fastest time of a user that completed the task was 51 seconds with seven clicks. The average 

times to complete the task were double what the most efficient user spent, and the average 

clicks were four or five higher than what the most effective user used. This comparison shows 

that the efficiency and effectiveness of this task in not very good due to low error tolerance and 

lack of experience with this task. 

There were analyses on patterns of struggle that were found for this task. Six users, four 

were experienced and two were newer, used the grades tab to find comments from the 

instructor while five users, three newer and two experienced, used the assignments tab. This 

indicates that both the grade tab and assignment tab should be available for users to find 

instructor feedback for greater usability. On the assignment page, three users used the 

submission details button to access the feedback, but two experienced users were guessing or 

unsure when they clicked it. This indicates that either the label “submission details” or that 

button in general was unused by most users, making it an unengaging part of the user interface. 

Three users, two newer and one experienced, went to the peer review partner instead, causing 

one user to never find any comments and two to get confused when finding the comments. 
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Figure 9 

Instructor Submission Comment on Canvas 

Note. An image of the assignment and grades tab. The circles are where submission comments can be found. 

 

This finding was due to a user not reading the headers on the assignment page and the peer 

review submission page, along with the confusion of the submission details and peer review 

pages looking almost identical. One experienced user even mentioned “I normally click ‘view 

feedback’ and I can see the instructor comments, but there are no comments here” when they 

were on the peer review page instead of the submission details page. This also points to 

engagement issues because users were unable to find or watch for the headers that indicated 

the windows were different, leading them to were confused or unaware about the layout and 

where to find that information. 

Other patterns appeared in conjunction with the type of comment that users were 

looking for. Finding submission comments was a common task for many users and those 
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comments could be found in multitudes of ways. Two users found the comment on the 

assignment page, two found the comment in the grades tab, and five found it on the 

submission details page. However, even with three ways of finding the comment, two users 

never found this type of comment indicating that previous experience or prior instruction was 

required to know where to find this feedback. The other type of comment users looked for was 

instructor feedback directly on a submitted document. This was less common for general users 

and was more often found in English courses or courses with extensive writing assignments, 

which may be why these four users were never able to find this type of feedback. Three users 

clicked on the word document title (left of the view feedback button) but were confused when 

it started downloading their essay. This indicated that the lack of a download label leaves users 

thinking it will open up their document through Canvas when it actually downloads it. Three of 

the users that did find the direct comments on the essay faced some trouble with the small 

view feedback window with user 6B even exclaiming “Why was it so tiny?” and “I just want it 

bigger so stop moving.” This indicated that some users are never able to find this comment 

without prior instruction or experience and those that do find it may encounter more problems 

with the inability to read comments due to the small window size. It also indicated that users 

do not know how to enlarge the window. 

The number of frustrations with this task was much higher in the posttest survey results 

which was reflective of the high error and incomplete rate. Nine users thought that this task 

was unnecessarily complex or cumbersome to do. All but one user that completed the task, 

which happened to be our most efficient user, mentioned that it was cumbersome or difficult 

which makes sense as most of them encountered an error while trying to complete. There were 



 34 

only three users that thought it was easy to use and well-integrated while four users thought 

that prior instruction was needed. While there was a higher response of users needing prior 

instruction to do this task when compared to the previous tasks, it was surprising that only four 

mentioned the need as the data results indicate that quite a few users needed instruction. 

These results when paired with the responses of the posttest survey, do indicate that this task 

was difficult to learn without prior experience or instruction. 

The next area of analysis was to see whether experience with Canvas plays a role in how 

users were able to do the task presented. For the completion, three newer users and three 

experienced users were unable to complete it. While the same three newer users that failed to 

complete the task encountered errors, all six experienced users encountered an error of some 

capacity during the task. Overall, it can be determined that experience using Canvas had less of 

an impact on how well the users did on this task. Instead, nine of the 11 users faced different 

and varied areas of struggle with this task. 

Task 4 

Similar to task three, task four asked the users to find their peer review partner’s essay 

and give them one submission comment and one direct essay comment (see Figure 10). Task 

four was similar to task three because the layout of the submission details page and the peer 

review page are practically identical. However, instead of finding comments like they did in task 

three, they had to give comments to their peers. This was more commonly an English course 

task, so many users had not encountered this prior to the usability assessment which was 

represented with three users exclaiming this out loud. It was also analyzed that this was the 

reason why task four took users the second longest amount of time out of all the tasks with an 
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average time-on-task of 114 seconds. It also took users an average of 11 clicks to do the task. 

The most efficient user completed the task in 51 seconds and 12 clicks, which indicated an even 

higher rate of inefficiency when compared to task three. The average amount of clicks was 

lower than the most efficient user’s clicks, which indicated users had a lack of navigational 

attempts when completing the task. Many users gave up quickly which impacted the 

effectiveness of completing the task. It was also the task with the highest number of 

incompletes and errors which leads us to examine why this was the case. 

There were two comments students needed to provide to their peers, a submission 

comment through the “add a comment” section on the side and one directly on their peer’s 

essay (see Figure 10). The only user that was unable to find their peer was user 2B who spent 

their time scanning the assignment page and then wandering through the Canvas course 

looking for it elsewhere. All users except for 2B were able to make a submission comment. 

Most of the errors were encountered when making the direct essay comment. Out of the six 

users that found the view feedback button, two were unable to complete the task because they 

scrolled down the smaller window too fast and the tool bar disappeared, leaving them thinking 

there was no way to add a comment in the small view feedback window. This indicated poor 

error tolerance and engagement when this type of error happens. Four users, two newer and 

two experienced, never found the view feedback button which was interesting because two of 

these four users found the view feedback button in task three while the other two did not, 

indicating the task was not easy to learn. This could be due to the label ‘view feedback’ being 

inappropriate for peer review, which was an engagement issue on the user interface. The 

previous three users from task three who were confused when they clicked on the Word 
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Figure 10 

Submission Details Page on Canvas with Instructor Comments 

Note. An image of the submission details page. The orange oval is where the submission comment can be found and the green 
diamond is where the direct essay comment can be found.  

 

document title and it downloaded, again experienced this same error with task 4. Additionally, 

another newer user also encountered this struggle in task four. One experienced user used this 

download to their advantage, making the comment on the Word document. However, they 

ended the task without ever uploading it back to Canvas making it incomplete. These errors 

showed the lack of error tolerance that this task has.  

Looking at the posttest survey results in comparison to the data results, task 4 was the 

hardest task for these users to do. All but one user indicated that this task was either easy to 

use or complex to use and this task had the highest number of users choosing both options. The 

one user who did not indicate either was a user that was unable to finish the task. While four 

users thought this task was easy to do and well-integrated, six users thought that they would 
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need prior instruction in order to complete the task, making task four have the highest 

response rate to it being complex, cumbersome, and needing to have prior instruction. This 

shows how the lack of prior experience or instruction impacts the user efficiency, effectiveness, 

and ease of learning of the task. 

There was not a noticeable difference between newer and experienced Canvas users for 

task four. Four newer users and four experienced users were unable to complete the task. The 

number of errors was similar with four newer users having encountered an error while all six 

experienced users encountered an error. This means that eight out of 11 users were unable to 

complete the task and 10 of 11 users encountered an error. Overall, the number of errors and 

incompletes for both experienced and newer users indicated that this task was difficult for all 

users of Canvas, regardless of experience. 

Task 5 

Task five was not a problem for any of the users as they were all comfortable replying to 

an announcement. All users were able to complete the task without any frustrations or errors. 

On average it took users 36 seconds and five clicks to complete. The most efficient user spent 

only 18 seconds and four clicks to complete the task. Only one user thought it was 

unnecessarily complex, while two users thought that the task was unusable without prior 

instruction. However, 10 users thought that it was an easy task and was well-integrated. 

Therefore, it was concluded that there was not much issue being able to complete this type of 

task. 

Analysis Recap 
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Task one and two had errors that were encountered due to icons being the only 

assignment indication, the available until date being listed first, the discussion board only 

allowing one attachment, and the uploading of images and documents being confusing. Task 

three and four had errors that were due to users not understanding how to access direct 

instructor comments on essays nor how to give comments to their peers. Furthermore, the 

average time-on-task efficiency (see Figure 11) and the average user clicks (see Figure 12) for 

tasks one through four were significantly higher than the most efficient users which was an 

indication of the lack of effectiveness, efficiency, and error tolerance of the Canvas LMS. 

 

Figure 11 

User Time per Task – Average verses Efficiency Line Graph 

Note.  A line graph depicting the average time per task for all tasks. 
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The learnability between task three and four was surprising since they were similar in 

how to complete the tasks. As one can see in Figure 11 and Figure 12, the time and clicks it took 

to do task three was lower when compared to task four, indicating that the learnability 

between the similar interfaces was low. This was especially interesting since two of the four 

users that never found the view feedback button in task four found it in task three. These 

analyses are important for instructors to know about so they can improve their courses’ 

accessibility and usability, which will be explained further in the discussion section. 

 

Figure 12 

User Clicks per Task – Average verses Efficiency Line Graph

 

Note. A line graph depicting the average user clicks per task. 
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Discussion 

As seen above, successfully completing coursework can be difficult for students, and 

doing this in an online only format due to a pandemic adds its own challenges, where outreach 

for questions and concerns are limited even further. These significant barriers to success lead to 

frustrations, impairments, and failure for students (Draffan & Rainger, 2006; Fruehwirth et al., 

2021; Walters, 2010). By understanding the usability issues in the online LMS Canvas, 

instructors can identified what they can do to improve diverse students’ learning experiences 

and success within the LMS. In this discussion, recommendations for instructors and 

universities will be given based off the usability assessment’s analysis and results. In addition, 

limitations of this study and suggestions for further research will be discussed.  

The findings of task one and two made it apparent that students struggled with 

available until dates, icons, and attaching multiple items in a discussion board. The university 

should provide a basic Canvas tutorial to new and transfer students that explains the icons and 

elaborates on the basic functions that students will need to succeed in their classes. Instructors 

should include these instructions in their course material as well. For instructors that use the 

available until dates in Canvas, it is important to explain at the beginning of the quarter how to 

find the due dates of assignments. The same is recommended for instructors that require 

multiple items to be attached or for anything that needs to be uploaded to discussion boards. 

Instructional videos and written instructions would be beneficial for students to efficiently 

complete the assignment rather than struggle to figure out the mechanics of the LMS (Hovde, 

July 16-17, 2015; Warner & Hewett, 2017).  
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For tasks three and four, which were specific English course tasks, the findings 

presented that locating direct essay comments and giving peer review feedback was extremely 

difficult for student users to do without prior instruction. Both experienced and newer student 

Canvas users did poorly on these tasks indicating that instructions and a usable interface design 

are beneficial for all experience levels of users (Hovde, July 16-17, 2015). For discipline specific 

tasks, instruction in multiple formats to provide the greatest accessibility to diverse and 

disabled students needs to be provided by instructors to help students complete the tasks 

efficiently and effectively. This is critical as previous research has found that providing support 

through detailed but clear and simple instruction improves students’ confidence, ability, and 

efficiency to complete the task work assigned to them (Alexander, 2013; Alshammari, 2020; 

Hovde, 2015). This leads to a development of positive attitudes towards the LMS, leading to 

less difficulties with the technology and motivates students to use the LMS (Alshammari, 2020; 

Robinson, 2016).  

Since the LMS is a system that provides instructional spaces and tools to make course 

content more accessible for students (Rao & Tanners, 2011), it is important for instructors to 

utilize these functions and tools to provide instructions in a variety of formats so that they are 

accessible to diverse and disabled student users. As seen with all users, but especially with user 

2B, if the LMS and course design are not easy to use or transparent in how to complete a task, 

the student users spend more time on the areas of interaction with the LMS rather than the 

content they are learning (Hovde, July 16-17, 2015). Even worse is that by task three and four, 

student users were giving up when the task instructions were not clear, indicating a lack of 

tolerance for assignments and course designs that are not usable, accessible, and 
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understandable. That is why it is so important for instructors to gather student feedback 

through usability testing and correlate these insights about their struggles with the LMS 

(Hovde, July 16-17, 2015).  

Some researchers have suggested using formats such as videos and illustrations as 

instructional formats (Nakamura et al., 2019).  Others advocate that there are benefits and 

struggles to video instructions, visual instructions, and print (written out) instructions 

(Alexander, 2013). The benefits of video instructions are a higher comprehension rate and 

ability to understand how-to tasks, whereas visual instructions benefited visual learners, and 

print instructions were found to be more usable since users could find the information they 

needed faster (Alexander, 2013). As instructors using technical communication skills, we need 

to consider the most vulnerable student user group’s frustrations and learn how to create a 

better course design that benefits them (Oswal, October 4-6, 2019). By providing multiple 

instruction formats, instructors can provide more accessible instructions and assignments for all 

of their students. It is also recommended that universities support their instructors by providing 

workshops and materials on how to create accessible course materials because supporting 

students with accessible courses requires a community that makes continuous efforts to create 

an accessible society (Huntsman et al. 2019). 

It is important to understand that creating these instructions is more work on both the 

instructor’s and university’s part, but this is critical in creating an accessible classroom that 

benefits all learner types and students. We must recognize that disabilities and diversities are 

not “located in a single impairment but instead as existing in the limiting structures, designs, 

and products of the social and built environment” (Walters, 2010, p. 430). By using usability 
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testing and technical communication skills, instructors can become technically proficient in the 

LMS which helps them provide instructions on the mechanical aspects if an LMS and learning 

content needed for students to complete an assignment efficiently and effectively (Hovde, July 

12-15, 2015). 

Previous research has recommended universities provide training programs to 

instructors and students on the required LMS as it should not be the students who are required 

to seek support and assistance (Alshammari, 2020; Grabbinger et al., 2008). Instead, clear 

document design, course design, and instructional design that promotes accessibility for all 

students should be a natural implementation into courses and instructors can use their 

technical communication skills to do just this (Hovde, July 12-15, 2015; Huntsman et al. 2019). 

By providing a highly supported technical infrastructure, diverse students (and consequently all 

members of the student body) can navigate and complete course work with less stress and 

struggle because of a more accessible design. 

Conclusion 

My study had limitations due to the test course being based on EWU’s English 101 

course design. This means that further research on different courses and the tools they use 

needs to be done to discover how usable they are. Furthermore, the participants were not 

English 101 students at the time of this study, and some had never taken English 101 at EWU 

because they transferred to EWU. This study also had student participants from one university 

which may lead to the results and data findings being different if they were conducted at other 

higher education institutions. The same could be said about LMS other than Canvas.  
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While all users were able-diverse, diverse, and/or had a disability, the users did not 

cover all types of people. Therefore, further research with participants that have different 

disabilities or diversities should be conducted. In addition, research on instructor course layouts 

and their usability needs to be done in order to gather a better understanding of how the 

course layout impacts students and their needs. To conclude, this usability assessment is one 

small study of a larger user group and larger online learning platform. To better understand the 

usability of this online learning platform or diverse students, a longer period of research and 

studies should be conducted.  

While instructors may have limited abilities in changing the actual learning management 

system itself, the support of their university and knowledge of technical communication skills 

can empower instructors to make their classrooms usable and accessible to all students. 

Usability testing is necessary in pinpointing the exact stress points that diverse students face so 

that instructors can make adequate course design changes such as instructions for both the 

assignment and the LMS mechanics needed to complete the assignment. Technical 

communication skills, such as technical writing and usability, can help teachers create clear 

instructions for all tasks and design their courses to be usable and accessible for all of their 

students.  
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Appendix A: Recruitment Language 
Student Email Recruitment: 
Hello! 
 
I am a current graduate student and English 201 instructor at Eastern Washington University 
(EWU). For my thesis, I am researching how usable Canvas (EWU’s online learning platform) is 
for diverse students at EWU. This assessment is designed to learn how students use, approach, 
and operate the functions on Canvas as well as what your difficulties are in order to make 
improvements to help future students, faculty, and instructors use Canvas to best suit students’ 
online learning needs. 
 
I am looking for participants who would be willing to volunteer to participate in a brief pre-test 
survey (about 2 minutes), a brief consent survey (about 2 minutes), a Canvas usability 
evaluation (about 30 minutes), and a posttest survey (about 2 minutes).  
 
If you would be willing and interested in participating in the usability evaluation, please 
complete the pre-test survey. The link is included below. If you are chosen to participate in the 
usability evaluation, you will be contacted via email with further steps.   
 
I appreciate your time and consideration for helping me with this research! 
 
Sincerely, 
 
Carrie Schreiner 
 
Pre-Test Survey Link: https://www.surveymonkey.com/r/B9LXKN9  
 
 
Instructor or Department Email Recruitment Request: 
 
Hello! 
 
I am a current graduate student and English 201 instructor at Eastern Washington University 
(EWU). For my thesis, I am researching how usable Canvas (EWU’s online learning platform) is 
for diverse students at EWU. This assessment is designed to learn how student users use, 
approach, and operate the functions on Canvas as well as what their difficulties are in order to 
make improvements to help future students, faculty, and instructors use Canvas to best suit 
students’ online learning needs. 
 
I would greatly appreciate your assistance in sending out this email requirement message to 
students. I am looking for participants who would be willing to volunteer to participate in a 
brief pre-test survey (about 2 minutes), a brief consent survey (about 2 minutes), a Canvas 
usability evaluation (about 30 minutes), and a posttest survey (about 2 minutes).  
 

https://www.surveymonkey.com/r/B9LXKN9
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I will attach the email recruitment letter below and I greatly appreciate your assistance with 
this research! 
 
Sincerely, 
 
Carrie Schreiner 
MA Student of English at Eastern Washington University 
 
Student Email Recruitment Message Pasted Here: 
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Appendix B: Pre-test Survey 
Pre-rest Survey Link: https://www.surveymonkey.com/r/B9LXKN9 
 
Your participation is voluntary, and by taking a submitting this survey, you are giving consent. 
You have the right to stop the survey at any time. 
 
1.What is your first and last name?  

● __________________________ 

 

2. What is your email so that I can contact you if you are chosen for the study? 

● __________________________ 

 
3. Are you a current student at Eastern Washington University (EWU)? 

● Yes, I am a current student 

● No, I am not a current student 

 
4. What pronoun would you like to be addressed with? 

● He/Him 

● She/Her 

● They/Them 

● Other (please specify) __________ 

 
5. How old are you? Choose the age range you fit into. Note: By law you are not able to 
participate if you are under the age of 18. 

● 0-17 

● 18-22 

● 23-26 

● 27-30 

● 31-40 

● 41-50 

● 51-60 

● 61-70 

● 71+ 

 
6. What is your linguistic background? 

● Monolingual (fluent in one language) 

● Bilingual (fluent in two languages) 

● Multilingual (fluent in three or more languages) 

 
7. How did you come to Eastern Washington University (EWU)? 

https://www.surveymonkey.com/r/B9LXKN9
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● Non-transfer (you have been a student at EWU the whole time) 

● Transfer (you transferred to EWU from another community college or university) 

● International (you are an international student studying abroad at EWU) 

● Other (please specify) ________ 

 
8. How reliable is your internet availability and connectivity where you live? 

● Internet is reliable (little interruptions, loads quickly, dependable everyday) 

● Internet is unreliable (interruptions occur frequently, loads slowly, not dependable on a 

day-by-day basis) 

● Other (please specify) ________ 

 
9. How many quarters (Fall, Winter, Spring, Summer) have you used the online Canvas platform 
at EWU? 

● First time Canvas user at EWU 

● 1 quarter 

● 2 quarters 

● 3 quarters 

● 4-6 quarters  

● 7-9 quarters  

● 10-12 quarters 

● 13-15 quarter 

● 16+ quarters  

 
10. What device(s) do you use for EWU Canvas course work where you live? Choose all that 
apply: 

● Desktop Computer 

● Laptop 

● Tablet 

● Cellphone 

 

The following questions relate to whether or not you are able diverse or have a disability. It is 

appreciated and understood that this is a sensitive issue for many people. However, in order to 

ensure that there are no barriers for able diverse students who use Canvas to learn, it is 

important that you are included and that your needs are recognized if they are not being met. 

In accordance to the Americans with Disabilities Act (ADA) and section 504 of the Rehabilitation 

Act, you will not be discriminated against nor will this information be publicized to anyone 

other than myself, Carrie Schreiner, who is the primary researcher and Dr. Kate Crane, who is a 

English professor at EWU overseeing this research, for this thesis. Please know that your 

information will be secured and confidential, and you will not be discriminated against.  
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11. Do you consider yourself to be able diverse or have a disability? 

● Yes 

● No 

 

12. If yes, please give a brief explanation of your able diversity(ies) or disability(ies): 
● __________________________ 

 
New Page 
 
13. If chosen, do you agree to participate in the Canvas usability assessment study conducted 
and recorded by Carrie Schreiner who is a master’s student at EWU? (Please know your 
recording and name will only be seen by Carrie. Your recording and name will not be seen or 
given to anyone else nor mentioned or used in the data findings.) 

● Yes 

● No 

 
14. Do you give your consent to be recorded by audio and video of your face, speech, and 
screen of your electronic device during this study and use it for research purposes once you 
have completed the assessment of Canvas?  

● Yes 

● No 

 
15. Do you agree to participate in this hour-long study if you are chosen as a user? 

● Yes 

● No 

 
New Page 
 
Thank you for your participation! 
We really appreciate your time and feedback. This research will improve this system to help 
users like you in the future. We will contact you soon by email if you are chosen for the usability 
assessment. Have a great rest of your day! 
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Appendix C: Welcome Message 
Hello _________ (Insert the user’s name here), 
 
Thank you for taking the time to complete the pretest survey! You have been selected to 
participate in the usability evaluation of Canvas. Please respond to this message with two 
optimal days and/or times that work for you during the week of _______ to _______ to 
complete the usability evaluation. This Canvas usability evaluation will take about an hour. To 
the best of your ability, we will ask you to complete this usability evaluation in a quiet, well-lit 
environment, with stable internet connection.  
 
Once a day/time has been confirmed, you will receive a message with a Zoom meeting link for 
the agreed upon time. If you are unfamiliar with the Zoom platform, we have included a link 
containing step-by-step Zoom instructions.  
 
Thank you again for your participation! Sincerely, 
 
Carrie Schreiner 
 
Zoom Instructions Link: https://support.ewu.edu/support/solutions/articles/10000030700-
zoom-video-and-audio-conferencing 
 
  

https://support.ewu.edu/support/solutions/articles/10000030700-zoom-video-and-audio-conferencing
https://support.ewu.edu/support/solutions/articles/10000030700-zoom-video-and-audio-conferencing
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Appendix D: Materials Needed Message 
Hello ________(Insert the user’s name here), 
 
Thank you for responding to my message! We have decided on a date and time based on your 
schedule which is ___________(insert day and time of Zoom meeting). The Zoom link for our 
meeting which will be available below at the end of this email. To attend this meeting, you 
must have Zoom ready on your device (a desktop, laptop, or tablet is preferred), have a camera, 
microphone, speaker or earphones either included on your device or external, and then you 
simply click the provided link on the day and time of the meeting. 
 
We have also sent a Canvas course invite to your email address. You will need to accept this 
course invite prior to the usability evaluation. This Canvas course is for testing purposes only 
and your name, submissions, comments, and content will be deleted from the course upon 
completion of the usability evaluation. 
 
We also included a link to our online consent form for you to review. Please review this form 
carefully and then agree and sign at the bottom. We will also be reviewing the form together at 
the start of our Zoom meeting on ________ (insert day and time of Zoom meeting). We will be 
happy to answer any questions or concerns you have.   
 
Finally, we have attached a Word document that you will need to have easy access to on your 
device during the usability evaluation. This means you should have it downloaded to a place 
where you can quickly find it and be able to be uploaded to Canvas.  
 
Again, thank you for your time and we look forward to seeing you on ______ (insert day/time) 
 
If you have any further questions or concerns, please do not hesitate to reach out! 
 
Sincerely, 
 
Carrie Schreiner 
 
Consent Survey Link: https://www.surveymonkey.com/r/B9LXKN9  
 
Zoom Link: 
 
Attached test document and test image: 
  

https://www.surveymonkey.com/r/B9LXKN9
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Appendix E: Electronic SurveyMonkey Consent Form 
Consent survey link: https://www.surveymonkey.com/r/B9LXKN9  
 

1. Student Investigator Write your first and last name: 
• _________________________ 

 
Principal Investigator (PI)             
Carrie Schreiner 
Master’s student of Technical Communication 
Department of English 
 
Responsible Project Investigator (RPI) 
Dr. Kate Crane 
Assistant Professor of Technical Communication 
Department of English 
 
Purpose and Benefits 
This research activity is for Carrie Schreiner’s thesis. The purpose of this research is to collect 
information about how users (EWU students) use Canvas and its processes to complete tasks 
and how they think and feel about Canvas. You may not directly benefit from this project, but 
this observation will lead to a usability report based on data from several observed users to 
help Carrie understand the success and failures of Canvas and provide recommendations for 
how to make Canvas better fit user needs. 
With courses being online at EWU during the pandemic and Canvas being the primary learning 
platform, we emphasize the need to research users (stakeholders, design participants, and the 
actual users of processes, documentation, and products) on how usable Canvas is for diverse 
students. Users must be consulted in this process to understand their needs, actions, values, 
behaviors, and difficulties. In addition, observations are needed to understand how well they 
can perform tasks and processes on the Canvas platform. Usability, which is also referred to as 
user experience research, includes users in the design process so that we can understand how 
to improve products for our users in the future. With user data, we will suggest redesigning 
Canvas to better serve users and make users’ tasks more efficient and satisfying. 
 
We will be researching users (EWU diverse students) and preforming usability testing 
(observing representative users performing representative tasks) to understand how usable 
Canvas is. The data collected will then help me understand how Canvas needs to be altered to 
create a better user experience. This research will require me to conduct user research through 
interviews, surveys/questionnaires, observations, Zoom recordings, and usability observations. 
The users’ names and the recordings will be seen only by the PI and RPI and will be anonymous 
in the data results and findings. 
 
Procedures 

https://www.surveymonkey.com/r/B9LXKN9
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This interview, survey, and observation should take no longer than one hour of your time. We 
will arrange a time and date for the interview, survey, and observation to take place and make 
arrangements to perform this research via a video conferencing tool (such as Zoom). 
 
We will ask you to perform tasks using Canvas to understand how well that product is 
constructed to provide a good user experience. We may ask pre-observation and post-
observation questions such as how you use certain types of products or processes, your 
attitudes and feelings about the product or processes, your level of experience using similar 
products and processes, and demographic information such as your level of education, type of 
work, and experience with technology. For instance, what kind of work do you do that would 
require using a similar product or process? How easy was it for you to complete this task? 
 
We will record your screen, audio, and video for the interview and observation. These 
recordings will be saved on a password protected drive (such as Google Drive) and will not be 
sharing these recordings with anyone else. We will destroy the recording by the end of the 
term. "Washington State law provides that private conversations may not be recorded, 
intercepted, or divulged without the permission of the individual(s) involved." We may share 
my findings in publications or presentations. If we do, results will be in group format and no 
identifying information such as names or recordings will be used. Your responses will remain 
confidential and you will not be identified in any way. This is an electronic consent form and by 
typing you name below, you are signing and consenting to participating in this assessment. 
 
Risk, Stress or Discomfort 
This is a low risk research activity, that is the risks of participating are not expected to exceed 
the risks you encounter in your normal daily life. If you are uncomfortable answering any of the 
questions or performing any of the tasks, you may opt-out of those that you do not want to 
answer. 
 
Other Information 
Interview subjects are free to withdraw from this study or end the interview at any time 
without penalty. 

 

2. Subject’s Statement 

The study described above has been explained to me, and I voluntarily consent to participate in 
this interview. I have had an opportunity to ask questions and I give permission to record, 
intercept, and/or divulge conversations in which I participate during this interview. I understand 
that by signing this form (typing your name below) I am not waiving my legal rights. If you have 
any concerns about your rights as a participant in this research or any complaints you wish to 
make, please contact Charlene Alspach, Executive Director, Grant & Research Development, 
509-359-7971 or calspach@ewu.edu. 

• I accept 

mailto:calspach@ewu.edu
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3. Please type your full name below. 
• ________________________________ 
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Appendix F: Posttest Survey 
Posttest survey link: https://www.surveymonkey.com/r/B9KRPFL  
 
Your participation is voluntary, and by taking a submitting this survey, you are giving consent. 
You have the right to stop the survey at any time. 
 
This survey is to understand your experience. better after going through Canvas usability 
testing. Answer the following based on your Canvas testing experience. 
 
1. I thought that Canvas was easy to use. 

● Strongly agree 
● Agree 
● Neither agree nor disagree 
● Disagree 
● Strongly disagree 

  
2. I think I would need the support of a technical person to be able to use Canvas. 

● Strongly agree 
● Agree 
● Neither agree nor disagree 
● Disagree 
● Strongly disagree 

  
3. I would imagine that most people would learn to use Canvas very quickly. 

● Strongly agree 
● Agree 
● Neither agree nor disagree 
● Disagree 
● Strongly disagree 

  
4. I felt confident using Canvas. 

● Strongly agree 
● Agree 
● Neither agree nor disagree 
● Disagree 
● Strongly disagree 

  
5. I need to learn a lot of general aspects and functions before I could use Canvas as an online 
learning platform. 

● Strongly agree 
● Agree 
● Neither agree nor disagree 
● Disagree 
● Strongly disagree 

https://www.surveymonkey.com/r/B9KRPFL
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New page:  
For the following questions, indicate which tasks apply to the following statements. 
  
6. I found certain functions in Canvas to be unnecessarily complex. (Choose all answers that 
apply) 

● Task 1: Find and use the functions in the assignment. 
● Task 2: Find and use the functions in the discussion board. 
● Task 3: Find and view the instructor feedback. 
● Task 4: Find the peer review essay and use the functions to make comments. 
● Task 5: Find and use the functions in the announcement. 
● None of the tasks were unnecessarily complex. 

  
7. I found certain functions in Canvas to be cumbersome to use. (Choose all answers that apply) 

● Task 1: Find and use the functions in the assignment. 
● Task 2: Find and use the functions in the discussion board. 
● Task 3: Find and view the instructor feedback. 
● Task 4: Find the peer review essay and use the functions to make comments. 
● Task 5: Find and use the functions in the announcement. 
● None of the tasks were cumbersome. 

 
8. I found certain functions in Canvas were well integrated and easy enough to learn and use. 
(Choose all answers that apply) 

● Task 1: Find and use the functions in the assignment. 
● Task 2: Find and use the functions in the discussion board. 
● Task 3: Find and view the instructor feedback. 
● Task 4: Find the peer review essay and use the functions to make comments. 
● Task 5: Find and use the functions in the announcement. 
● None of the tasks were easy to use. 

  
9. I found certain functions in Canvas to be unusable without prior instruction or help.  (Choose 
all answers that apply) 

● Task 1: Find and use the functions in the assignment. 
● Task 2: Find and use the functions in the discussion board. 
● Task 3: Find and view the instructor feedback. 
● Task 4: Find the peer review essay and use the functions to make comments. 
● Task 5: Find and use the functions in the announcement. 
● None of the tasks were unusable without prior instruction. 

  
11. I found certain functions in Canvas were usable with my able diversity(ies) or disability(ies). 
(Choose all answers that apply) 

● Task 1: Find and use the functions in the assignment. 
● Task 2: Find and use the functions in the discussion board. 
● Task 3: Find and view the instructor feedback. 
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● Task 4: Find the peer review essay and use the functions to make comments. 
● Task 5: Find and use the functions in the announcement. 
● None of the tasks were usable. 

 
12. I found certain functions in Canvas to be cumbersome to use with my able diversity(ies) or 
disability(ies). (Choose all answers that apply) 

● Task 1: Find and use the functions in the assignment. 
● Task 2: Find and use the functions in the discussion board. 
● Task 3: Find and view the instructor feedback. 
● Task 4: Find the peer review essay and use the functions to make comments. 
● Task 5: Find and use the functions in the announcement. 
● None of the tasks were cumbersome. 

 
New Page 
 
13. After completing the usability assessment, how do you feel about using Canvas? 

• _______________________________ 
  
New Page 
 
Thank you for your participation! 
We really appreciate your time and feedback. This research will improve this system to help 
users like you in the future. Have a great rest of your day! 
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Appendix G: Assessment Script 

Pre-Test Directions for Facilitator  
Starting here, non-bolded text will indicate action to be performed silently by the facilitator. 
Bolded text represents text to be spoken to the participant. 

Preliminary Set-up: Facilitator  
● Have the link to the consent form accessible for all facilitators via Google docs. 

● Have copies of the test plan accessible for all facilitators via Google docs. 

● Check that the pre-test survey has been completed by each of the potential participants.  

● Check with all facilitators that the participant should be included in the assessment. 

● Check that the participant has accepted the Canvas course invite and has access to the 

material. 

● Wait for the participant to arrive on Zoom. 

Preliminary Set-up: Material to Send to Participants 
 

Canvas Message 1: Introductory Message. 
○ Send participants a pre-test survey and details concerning the usability test (see 

appendix C for the pre-test survey). 

○ Pretest Survey Link: https://www.surveymonkey.com/r/5QDD56R (See appendix 

B for the complete pre-test survey.) 

○ Let the participant know the maximum amount of time the test will take. 

Canvas Message 2: Welcome Message. 
○ Send chosen participants a welcome message announcing they have been 

selected to participate in the usability test (see appendix D for the welcome 

message). Welcome message will ask participants to inform us of a day and time 

when they have an hour to participate in the test. Send the participant Zoom 

instructions (See appendix E for Zoom instructions). 

○ Zoom instructions link: 

https://support.ewu.edu/support/solutions/articles/10000030700-zoom-video-

and-audio-conferencing 

Canvas Message 3: Materials Needed Message. 
○ Send the participant the needed materials for the usability test (see appendix F). 

○ Send the participant a link to the consent form. Consent form link: 
https://www.surveymonkey.com/r/WNVPF85  

○  (See appendix G.) 

○ Send the participant a Zoom invite with agreed upon day/time. 

○ Send the participant the Canvas test course invite. 

○ Send the participant consent survey so the participant will give their consent 

before the testing actually begins. 

https://www.surveymonkey.com/r/5QDD56R
https://support.ewu.edu/support/solutions/articles/10000030700-zoom-video-and-audio-conferencing
https://support.ewu.edu/support/solutions/articles/10000030700-zoom-video-and-audio-conferencing
https://www.surveymonkey.com/r/WNVPF85
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○ Send the participant the test document needed for the assessment. 

Assign User ID  
 
Once the participants have been chosen, they will be assigned a User ID which will be 
determined as such: Participant number (in order of who tests first) and A if testing as a new 
Canvas user or B if testing as a current Canvas user. For instance, if the third participant is a 
new Canvas user, his/her/their User ID will be 3A.

 

Greeting and Study Information 

 
Make sure the participant received the Zoom invite and knows how to use Zoom. 

Meet the participant on Zoom to read/review the following preliminary paperwork.  

Read slowly 

Welcome ___ _____ ! My name is Carrie and I will be guiding you through this usability test. 
The purpose of this study is to see how Eastern students use Canvas to complete various 
tasks. This test is a product assessment from a user standpoint, not a user test. Because of 
this, there is no wrong answer. The focus is on how Canvas can be improved to better suit 
students and your needs. We are evaluating the product. We are not evaluating you. 

We will be recording video, audio, and screen capture during the test. Your name and 
personal information will not be associated in any of the research done after the recording. 
We may use the information from the recording to present findings in publications, 
professional conferences, and to share with EWU faculty and staff to better improve 
students’ experiences with the Canvas platform. Your name and personal information will not 
be shared in the findings. We will be completing one practice task to help familiarize you with 
how the test will run. You will then complete five additional tasks. After you believe the task 
is complete please say, “Done,” “Submitted,” “Finished,” or “Complete.” If you are stuck on a 
task and wish to move on, please say “Done,” Submitted,” “Finished,” or “Complete” and we 
will move on. We may ask you to answer questions about how you performed tasks to get 
additional information. Please inform us if there are internet connectivity issues by 
messaging us through the chat function on Zoom or worse case scenario, through email. If 
you are disconnected, please return back to the Zoom recording as soon as you are able to. 

If you have questions at any time during the test, please let me know. If at any time you want 
to stop the test, please let me know. If you decide you do not want to complete the test after 
you have started, we will stop the test immediately. There will be no penalty for not 
completing the test. You are allowed to stop at any time. In a previous survey we asked you 
to sign the consent form to record video and audio during the study. Are you still comfortable 
with us recording your video, including both your screen and your face as well as audio 
knowing that your personal information nor the recording will be seen by anyone else? 
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Give the participant time to answer. 

Thank you! Do you still agree to participate in this study?  

Facilitator pulls up the consent form and shares the screen with the participant.  
Consent survey link: https://www.surveymonkey.com/r/WNVPF85 

Do you have any questions concerning the consent form from the survey you took you prior 
to this evaluation? Do you have any general questions before we get started? 
 
 

Give the participant time to ask questions before proceeding. 

We appreciate your participation! Let us get started. 

 
Setting up the Participant with the Equipment   

 
If you have not done so yet, please download the test document and test image that I sent to 
you through email and save them on your device because it will be needed for the 
assessment. Be sure to put it in an accessible place on your device. Let me know when you 
have finished downloading and placing the test document and test image on your device.  
 
Give the participant time to download the test document. 
 
The facilitator needs to allow the participant to share their screen. There is a green arrow 
next to the “share screen” button. Click it and allow any user to share their screen. 

You will be needing to use certain functions in Zoom. Do you have any questions on how to 
use Zoom, the chat function, or how to start and stop the share screen function? 

Give the participant time to ask questions. 

Please open Canvas on your preferred web browser and share your screen through Zoom. 

Give the participant time to open and share their screen. 

 Do you have access to the test course called “English 101 Academic Identities Student Site” 
through Canvas before we get started with the test? 

Give the participant time to ask questions and access the Canvas course. 

I will be starting the screen recording now. Please get comfortable while I start the recording: 
● Facilitator asks the participant to get comfortable at the computer station.  

● Ensure Zoom recording is on.  

○ *** Both the video of the participant and the screen capture *** 

https://www.surveymonkey.com/r/WNVPF85
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● PRESS RECORD!!! 

 
Do you have any questions? 

Give the participant time to ask questions. 

Open up the chat function in Zoom located above the green “share screen” at the top of your 
screen. Click “more” on the right-hand side of the black toolbar, and click “chat.” Please let 
me know when you have opened the chat. 

Do you have access to the chat or have any questions before we begin? 

Give the participant time to access the chat and ask questions. 

Test Scenario and Pre-Test Question 

 
Here is your scenario. You are an online English 101 student using Canvas to complete the 
assignments and tasks assigned to you by your instructor. You will be asked to complete a 
series of tasks using the Canvas platform and will be asked to answer some question-based 
information about how you use the Canvas platform. You can use and navigate anywhere on 
Canvas or use any of the resources that the task may require to complete. Once you have 
finished a task you need to say “Done,” “Found it,” “Completed it” or “Submitted it.” After 
indicating you have completed the task, please complete the next task. I will ask some 
questions once you finish all of the tasks. Let me know if you need the task repeated at any 
time and I will read it again for you. I will also post the task in the chat function in Zoom for 
reference. This is a think-aloud usability assessment. Please speak your thoughts out loud 
while you are completing each task including what you are doing to complete the task. 
As a reminder, there will be no penalty for not completing the test. You are allowed to stop at 
any time.  
 
Do you have any questions? 

Give the participant time to ask questions. 

We are going to start with a practice task to give you an idea for how the test process works. I 
will be posting each test question in the Zoom chat bar but you can ask me to repeat the task 
at any time. After you complete one test question I will then post the next one.  

Practice question: Access Canvas using your preferred web browser. Open the Canvas course 
titled, “English 101 Academic Identities Student Site.” Locate course modules, and find 
Module 5. List the items under Module 5 out loud. Please speak your thoughts out loud while 
you are completing the task. 

Facilitator waits for the user to navigate to the information, prompts the user to speak their 
thoughts out loud if the user is not doing so, and waits until the user says “Done” or “Found it.”  
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If the user indicates being finished with the task, but does not indicate completion, the 
facilitator will prompt the user to do so. 

If the user does not begin to answer the comprehension question, the facilitator will prompt 
the user to do so. 

Okay, that is how the test will run for the following tasks. Do you have any questions? 

Give the participant time to ask questions. 
 

Test Tasks 

 
Facilitators need to write “task #” before putting the task into the chat box.  
Remind participants to use “think aloud” protocol while completing tasks.  

Task 1 
 
Task 1: Here is your first task. Find the next assignment that is due from the test course. 
Submit the test document to this assignment.  

Facilitator waits for the user to navigate to the information, prompts the user to speak their 
thoughts out loud if the user is not doing so, and waits until the user indicates completion. 

If the user indicates being finished with the task, but does not indicate completion, the 
facilitator will prompt the user to do so. 

If the user does not begin to answer the comprehension question, the facilitator will prompt 
the user to do so. 

Task 2 
 
Task 2: Find the next discussion board post that is due. Reply to the discussion board post. 
Your reply should include a URL link from any website, the test image, a short sentence, and 
an attachment of the test document. 
Facilitator needs to: 

● Make 3 comments on the test document in speed grader (Personal Narrative First Draft 

assignment) 

○ Nice job 

○ Add more here 

○ Remove this 

● Assign the user a peer review partner while the user completes this task (Personal 

Narrative First Draft assignment). Please assign the user the peer review partner 

“Shelby” or “Alyssa” 
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Facilitator waits for the user to navigate to the information, prompts the user to speak their 
thoughts out loud if the user is not doing so, and waits until the user indicates completion. 

If the user indicates being finished with the task, but does not indicate completion, the 
facilitator will prompt the user to do so. 

If the user does not begin to answer the comprehension question, the facilitator will prompt 
the user to do so. 

Task 3 
 
Task 3: Go back to the “Personal Narrative First Draft” assignment and access the detailed 
instructor feedback. Speak out loud 3 comments that were given as feedback. 

Facilitator waits for the user to navigate to the information, prompts the user to speak their 
thoughts out loud if the user is not doing so, and waits until the user indicates completion. 

If the user indicates being finished with the task, but does not indicate completion, the 
facilitator will prompt the user to do so. 

If the user does not begin to answer the comprehension question, the facilitator will prompt 
the user to do so. 

Task 4 
 
Task 4: Return to the “Personal Narrative First Draft” assignment page, find your peer-review 
partner, and access their essay on Canvas. Provide feedback in two ways on their essay:  

● 1 comment directly on your peer-review partner's essay on Canvas 

● 1 submission comment on your peer-review partner’s essay on Canvas 

Facilitator waits for the user to navigate to the information, prompts the user to speak their 
thoughts out loud if the user is not doing so, and waits until the user indicates completion. 

If the user indicates being finished with the task, but does not indicate completion, the 
facilitator will prompt the user to do so. 

If the user does not begin to answer the comprehension question, the facilitator will prompt 
the user to do so. 

Task 5 
 
Task 5: Find the most recent announcement. Reply to the announcement with a short 
sentence. 

Facilitator waits for the user to navigate to the information, prompts the user to speak their 
thoughts out loud if the user is not doing so, and waits until the user indicates completion. 
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If the user indicates being finished with the task, but does not indicate completion, the 
facilitator will prompt the user to do so. 

If the user does not begin to answer the comprehension question, the facilitator will prompt 
the user to do so. 

 
Post-Task Data Collection and Test Conclusion 

 
After tasks are completed, the observer begins retrospective recall from notes taken during 
testing. 

Thank you for completing the tasks! I now have a couple of questions I wanted to ask you 
about your experience. 

How easy was it to navigate these tasks? 

Give the participant time to respond. 

 What were some struggles you had when conducting these tasks?  

Give the participant time to respond. 

How do you think Canvas could be improved both in general and based on these tasks? 

Give the participant time to respond. 

Facilitator asks any other questions they have for the participant about the test. 

This is the end of the test. Thank you for taking the time to work with us today! Your 
participation will help us greatly. If you have not already, please stop your screen share. Now 
that you have completed the Canvas Usability assessment, we’d appreciate it if you answered 
a few questions about your experience through a short post survey. I am now posting in the 
Zoom chat a URL that will take you to this short post survey for you to complete. Please let 
me know if you have any questions and when you have completed the survey. 

Zoom Posttest Survey Link (See appendix H): 

https://www.surveymonkey.com/r/B9KRPFL 

Give the participant time to ask questions and complete the survey. 

Again, thank you very much for participating in our Canvas Usability Assessment. Your 
participation has helped us greatly. The meeting will end now. Do you have anything else you 
would like to mention before leaving?  

Give the participant time to ask questions. 

https://www.surveymonkey.com/r/B9KRPFL
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Thank you very much and have a great day! 

STOP RECORDING 

● Facilitator ends the meeting and waits for the file conversion to finish. 

● Each Zoom recording will be named after the User ID like this: UserID_Zoom. 

● Facilitator then saves the Zoom recording and uploads it onto the shared GoogleDrive.  

● Facilitator then deletes the user from the Canvas course. 

● Facilitator then deletes the discussion board reply and announcement reply from the 

Canvas course. 

Facilitator then opens up a new Zoom meeting room and prepares for the next test. 
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Appendix H: Test Document 

TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
 
 
TEST DOCUMENT   TEST DOCUMENT   TEST DOCUMENT 
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Appendix I: Test Image 
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