
Thank you for joining us for today’s Webinar:

“Consumer Testing of Research-Based 
Products”

Meeting Information

The Webinar will begin at 3:00 p.m., EDT

Use the chat feature at the bottom right-hand 
corner of the screen to submit questions or 

comments to everyone.



Consumer Testing of Research-Based 
Products

September 15, 2016

3:00–4:00 p.m., EDT
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Objectives 

 Understand the value of consumer testing.

 Learn common issues identified through consumer 
testing.

 Understand the process of consumer testing.

 Apply consumer testing principles.
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Welcome

 Kirsten Firminger, PhD, Senior Researcher, 
American Institutes for Research

 Laurel Koester, MPH, Researcher, 
American Institutes for Research

 Dahlia Shaewitz, M.A., Managing Researcher, 
American Institutes for Research
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Agenda

 What Is Consumer Testing?

 The value of consumer testing 

 Common issues raised in consumer testing

 Overview of Consumer Testing Process

 Interactive Consumer Testing Exercise

 Case Study: University of Pittsburgh

 Discussion & Questions
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What Is Consumer Testing?

 A qualitative research technique used to provide 
insight into a consumer’s thought processes as he or 
she interacts with materials
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The Value of Consumer Testing
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 Discover how consumers approach and react to your material.

 Identify language that is meaningful and understandable to 
your consumers.

 Learn whether consumers understand and successfully 
interpret the information that is presented.

 Identify what may be missing. 

 Identify unanticipated problems.

 Try out possible solutions to problems.

 Find out whether consumers can use your website to search

successfully for information or conduct a specific task.



Common Issues 
Raised in Consumer Testing

 Trust of materials/source

 Purpose and audience 

 Comprehension

 Question structure (surveys)
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 Consumers want to know that they are not being sold a 
product before they are willing to trust the materials.

Example:
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Common Issues: 
Trust of Materials/Source

Source: 
http://monahrq.ahrq.gov/demo/#/

http://monahrq.ahrq.gov/demo/#/


Common Issues: 
Purpose and Audience

 Consumers need 
to understand who 
your material is for 
and its intended 
purpose in order 
to assess whether 
it is useful for 
them.  
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Source: MONAHRQ testing materials

Before Consumer Testing

After Consumer Testing

Example:



Common Issues: 
Comprehension

 Consumers need to understand concepts and terms used in 
your material to interpret the information as intended, and 
to use it.

Example:

 Understanding concepts
 “Research”

– Consumer interpretations: “looking into issues in depth”; “gathering 
information”; “experimenting” 

 Interpreting jargon
 “Overdiagnosis” 

– Consumer interpretations: “So there is cancer that is not a threat to 
your health?”; “If it’s not a threat to my health or my life, then why is 
it called a cancer?”
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Common Issues: 
Question Structure (Surveys)

 Consumers need questions that are clearly structured in 
order to provide accurate answers.

Example:

 On a course evaluation, students were asked to 
evaluate, on a scale from “strongly disagree” to 
“strongly agree,” the following statements:
 Q1. Requirements and grading standards were both clearly 

stated and followed.

 Q2. The instructor communicated course content clearly and 
effectively.
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Consumer Testing Process
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Overview of Consumer Testing Process
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 Establish overall goals for testing 

 Identify target audience; conduct recruitment

 Select testing mode

 Develop interview protocol

 Conduct testing

 Analyze and report



Consumer Testing Modes
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Type Pros Cons

In-person • Ability to see participants’ 
nonverbal cues

• Easiest to build rapport
• Real-time reactions to materials

• Geographically limiting
• Can be costly (e.g., travel costs, 

facility rentals)

Web-based • Greater geographic diversity
• No travel necessary
• Real-time reactions to materials
• Easier scheduling

• Participants must have access to 
computer and Internet

• Technical issues
• Harder to build rapport

Telephone • Least costly to conduct
• Greater geographic diversity
• Greater access to hard-to-reach 

populations
• No travel necessary
• Easier scheduling

• Inability to see nonverbal cues
• Harder to build rapport
• Difficult to track participants’ 

navigation through materials
• Lack of “first reactions”
• Possibility of distractions for 

participants



Consumer Testing Methods: 
Cognitive Versus Usability Testing

 Cognitive testing allows you to understand how 
consumers interpret content and to uncover problems 
with your materials.

 Typically used to test survey questions and response options 
or informational materials (e.g., pamphlets, brochures)

 Usability testing allows you to gather qualitative 
information from real users performing real tasks with 
your products.

 Typically used to test websites
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Interactive Consumer Testing Exercise
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Example 1: Website—
Before Testing
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Example 1: Website—
Sample Interview Questions

 What are your initial reactions to this information?
 What questions or concerns do you have?

 What could you do with this information?

 How well does this match what you expected to see?

 Based on what you’ve read and seen so far, what kind of 
information do you think you’ll find on the rest of the website?

 What do you think you’d find if you clicked the links on the right?

 What would you do next?

 If you wanted to find out how a hospital near you did with 
providing a good patient experience, how would you do that?
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Example 1: Website—
Participant Feedback
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I would expect to see a 
blog by parents who have 

had experience at the 
hospitals.

It seems like it’s going to 
show me what other people 

thought. 

I thought I was going to go 
right to some personal 

experiences.



Example 1: Website—
Revisions
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Before 
Consumer 
Testing:

After
Consumer 
Testing:



Example 1: Website—
Revisions
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Before 
Consumer 
Testing:

After
Consumer 
Testing:



Example 2: Fact Sheet 
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Example 2: Fact Sheet—
Sample Interview Questions

 Section: “Is dating different after injury?”

 What is your reaction to the information in this section?

 How well do you feel this section describes how dating is the 
same or different after injury?

 Is anything missing from this section? Tell me more about 
that.
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Example 2: Fact Sheet—
Participant Feedback

 Reactions to third bullet: “The answer will be ‘yes’ or 
‘no’ if you ask someone out on a date or someone asks 
you out on a date.”

 Four participants expressed some level of disagreement with 
this statement, commenting that it was too “black and white” 
or lacked nuance. For instance, one participant explained, “You 
can get a ‘maybe’ or ‘depends.’” Another participant echoed, 
“It’s unrealistic that a casual reader will understand this means 
that ‘whatever is said, the final answer will be yes or no.’” This 
participant suggested improving the bullet by adding the 
statement, “You never know until you try.” Other participants 
did not have ideas on how the statement could be revised to 
be more helpful.
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Example 2: Fact Sheet—
Revisions

 Before Consumer Testing:

 “The answer will be ‘yes’ or ‘no’ if you ask someone out 
on a date or someone asks you out on a date.”

 After Consumer Testing:

 “You have to ask for a date to know if he or she will go 
out on a date with you.”
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Case Study

University of Pittsburgh 
Model Center on Spinal Cord Injury



University of Pittsburgh 
Consumer Product Testing Projects

 Stryker Project

 NextHealth Project

 ROTA Project
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Stryker Project
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Researchers collected feedback on the operation of three patient transport chairs:

 Stryker® Prime TC
 Staxi® Medical Chair
 Breezy® Ultra 4 Wheelchair

Figure 1. Stryker Prime TC 
Patient Transport Chair

Figure 2. Staxi Patient 
Transport Chair

Figure 3. Depot Style 
Wheelchair



Stryker Project
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The purpose of this study was 
to compare differences in 
caregiver muscle activation and 
joint angles when performing 
transport tasks in a simulated 
clinical setting.



NextHealth Project

31

Figure 1. System Wheelchair Figure 2. System Bed 



NextHealth Project
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ROTA Project
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Figure 1. RoScooter Figure 2. RoTrike



ROTA Project
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Questions
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Resources

 MSKTC Online Knowledge Translation Toolkit 
http://www.msktc.org/Knowledge_Translation

 “Patient and Family Engagement: A Framework for Understanding the Elements 
and Developing Interventions and Policies” 
http://content.healthaffairs.org/content/32/2/223.short

 CMS Toolkit for Making Written Material Clear and Effective 
https://www.cms.gov/Outreach-and-
Education/Outreach/WrittenMaterialsToolkit/index.html?redirect=/WrittenMater
ialsToolkit

 Cognitive Interviewing: A “How To” Guide (Gordon B. Willis) 
http://appliedresearch.cancer.gov/archive/cognitive/interview.pdf

 CDC Health Literacy—Testing Messages and Materials 
http://www.cdc.gov/healthliteracy/developmaterials/testing-messages-
materials.html
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Thank you!
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