Post-Testing Interview for Professional Caregivers and Families
INTERVIEW CHECKLIST BEFORE INTERVIEW
1. Check that interview notes template is downloaded and ready
2. Check that you can do Zoom recording
3. If you are interviewing a professional caregiver:
1. Open care.pletly.com (Pletly Care) on your computer browser 
4. If you are interviewing a parent:
1. Open Pletly Pal app on your phone
2. Get on zoom call with your phone as well to screenshare later (mute and turn off its camera for now)
5. Check that they have completed all Feedback surveys on Redcap

INTERVIEW CHECKLIST DURING INTERVIEW
6. Refer to Pletly as an app for parents and a platform for professional caregivers
7. Check that participant has completed the Feedback Surveys 
1. Do it during session if they haven’t
8. Check that they finished all other surveys (data agreement, demographics, etc.)
1. Do it during session if they haven’t
9. Make sure you cover these major functionalities in the Feature-specific section (in order of priority):
1. Social Feed
2. Care Recipients Profile
3. Care Recipients Information Library
4. Messaging Chatbox
5. Care Recipients Self-Access
6. Communities
7. Post Summarization (AI)
8. Minor features: My Connections, Notifications, Personal Profile, etc.
10. Probe about these details specifically: 
1. Privacy – how to create a safe and secure platform
2. Feasibility – what are barriers and how do we mitigate them?
11. If participants talk about bugs or things not working, try to get them to screenshare the problem on Zoom to report to Marius/tech team
1. Ask for the device type and number and browser, e.g. IPhone 12 on Safari or Mac desktop on Google Chrome,…

General interview guidelines
1. Wait and ask follow up questions for more information when answer is incomplete
1. Based on intuition: if you’re not clear what they’re talking about, get more information), e.g.
2. “Tell me a little more”
3. “What exactly do you mean by this”
4. “Can you specify”
5. Paraphrase what you believe they meant and ask for confirmation
2. Document feedback/ideas you could gather implicitly from the conversation that might not reflect on the transcription
3. Skip questions if they already answered
4. Order of the questions/section do not matter as much, feel free to go by the flow of the conversation
5. Get clear statements on improvements and clear statements from acceptability, usability, feasibility 
6. The interview will often run over by 5-15 minutes. Near the one-hour mark, if you think it’s going to run over, ask:
1. “I have a few more items for you, is it okay if we go until ____ ?” (estimate time needed)
2. If they can’t go on, skip item or send whatever details you need later via email (e.g. surveys,…)
3. If there are significant portions left, you can ask to reschedule another time (try to avoid this option but some participants will be open to it)

Introduction

*Ask about their day, small talk with the participant* 

Thank you again for taking the time to meet with me today to give your feedback on the Pletly platform/app! I’m looking forward to hearing your feedback today after your week-long testing. 

As the platform is still in development, please be as honest and open with us in your opinions. We are eager to improve our platform so that it can be as helpful as possible.

This meeting is about 1 hour, does that still work with you/Do you need to leave immediately after 1 hour? 

I will be mindful of your time/I can also be flexible with timing.

(If they haven’t completed the surveys, request that they do it now and let you know when you’re finish. Then mute yourself and turn off your camera to give them space. Once they’re done, check on Redcap to make sure it’s registered. 

“I notice that you haven’t completed the feedback surveys that I sent via email before. We can use this time right now for you to complete it. Would you like me to send you the survey link again via Zoom/email?

Great, take your time and let me know when you’re finished. I will just mute myself and turn off my camera and be in the background to give you space.”).

I will be recording our conversation to make sure I document all the feedback that you share. Any information you share with me is treated as confidential and will not be shared with anyone outside of the study team. Is that alright with you?
**Hit Record Zoom**
Great, thank you!

General Open Questions

First, I’d like to get a sense of how it was for you to see and use Pletly in general the past week. What were some of your general impressions or thoughts? 

Additional probe:
Is there anything you especially like or not like about Pletly? 
Was there anything that you found confusing or hard to use/learn about Pletly?
What do you think about the visual appearance or design of the platform/app?
How was navigation within the app itself between the different features?


Now I will ask you to compare Pletly with what you usually do: 

(Parent Qs)
Consider how you usually communicate to Bancroft caregivers, how is using Pletly different? 

Consider how you usually learn about the day to day experiences of your loved ones in the Bancroft program, how does using Pletly different/compare to your usual approach? 

Consider that the purpose of Pletly is to bridge communication between professional caregivers and parents, were there any other kind of functions you would have wanted to see in a communication tool that is currently lacking in Pletly? 


(Professional Caregivers Qs)
Consider how you usually communicate to the parents/ guardians of your person served, how is using Pletly different? 

Consider that the purpose of the Pletly platform is to help professional caregiving teams coordinate more effectively, how is using Pletly different? 

Does Pletly add any additional value to the way you already communicate at Bancroft?

Consider that the purpose of Pletly is to bridge communication within professional caregiving teams and between professional caregivers and parents, were there any other kind of functions you would have wanted to see in the platform that we did not provide? 


____Testing week experience___
Now I’m going to ask about your experience with the testing week:

Did you have any issues with the devices themselves, such as connection issues, or any
technical difficulties with the platform? If so, what types of issues did you have?

How did you feel about the support you were provided during the testing week? 
Is there any other kind of support you would have wanted that we did not provide? 

How was your experience with the introduction meeting? Anything we can do to make it better?
 
Anything else we can do to improve your testing experience?


Feature-Specific Questions

Now I’m going to ask you some questions about the specific features of Pletly. I’m going to screenshare and browse through the platform/app to trigger your memory about different features of Pletly. At any point, if you would like me to slow down, please feel free to interrupt. 

**Start screenshare through your laptop (professional caregiver) or phone (parent)**
 
1. First, we are going to look at the Home tab, which integrates the Social Feed and My Connections feature. 

**feature overview is optional, if they seem to remember, skip or browse over**
On the Social feed, you can view, comment and like posts of your care recipients’ daily activities that will be created by others on the caregiving team and their parents/ guardians. You can also see posts from your other connections. You can also create your own posts about your care recipient to keep their parents/guardians updated on their daily lives and social activities.

General probe: What was your experience using this feature in the past week?

Would you be using this feature in your daily work at Bancroft?
Would you be using this feature in your life to communicate with caregivers at Bancroft?

a. IF NOT: Why is that?
b. IF SO: What function would it serve for you or your care recipient? / Would this be a helpful tool in your work? 
c. Is this adding any value to the current ways you’re already communicating?

d. How was your experience of posting / commenting / interacting? Anything we can do to make it easier or more useful?

e. What is the frequency of posting should be?
f. What kind of content should be posted here? / What would you be posting on your social feed, for example? 
g. What kind of content would you like to see on your social feed, for example?
h. Is there anything about this feature that could be improved? Any additional features would be helpful for the Social Feed?

**probe more depending on answer**

2. Thank you for your feedback. Lastly for this portion, what do you think of the Home tab? Are there any additional features you would like to see here?

3. Thank you for your feedback. We’re going to look through the Care Recipient Profile tab. 

As you may remember, this is the tab that centralizes your care recipients’ key social information. As a member of their caregiving team, you will t
a. What would you be writing for your care recipient’s profile page, for example?
a. Any thoughts on improving this feature?
b. What additional features would be helpful for this tab?
**probe more on depending on answer**

4. Thank you for your feedback. Now I am going to show you the Care Recipient Information Library page, which is right below the profile. 

This tab allows you or other members of the caregiving team to add additional information on your care recipient, such as their program schedule, hobbies, favorite food, favorite object, and others. You can organize them into folders and subfolders and rename headings. 

General Probe: What was your experience using this feature in the past week? / (if they haven’t tested it) What are some of your thoughts while viewing this feature?


Would you be using this feature in your daily work at Bancroft?
Would you be using this feature in your life to communicate with caregivers at Bancroft?
a. IF NOT: Why is that?
b. IF SO: What function would it serve for you or your care recipient? / Would this be a helpful tool in your work? 
c. How would you use it?
d. What kind of content would be helpful to have in a person served/loved one’s information library?
e. Any thoughts on improving them?

5. Thank you for your feedback. Now, I'll show you the Messaging feature of the platform. 

This idea behind this tab is to be able to communicate with your care recipient’s caregiving team all at once, with specific individuals on the team or with the parents / guardians.  You can also chat with other people in your connections.

General Probe: What was your experience using this feature in the past week?

Would you be using this feature in your daily work at Bancroft?
Would you be using this feature in your life to communicate with caregivers at Bancroft?

a. IF NOT: Why is that?
b. IF SO: What kind of value does it add to your work/daily life?
c. How would you use it?
d. What kind of things would you be messaging with other caregivers or the parents/ guardians about, for example?
e. Any thoughts on improving this feature?
f. What additional features would be helpful for this tab?

**probe more on depending on answer**

6. Thank you for your feedback. We’re going to look through the Communities Page. 

This is a space to create groups for those with shared interests or commonalities, for example those in the Lakeside campus, or in Philly or in a particular home. The difference between this and the social feed is where the social feed is centered around the person served, the communities centers around anyone who is a member of the space.

General Probe: What was your experience using this feature in the past week? / (if they haven’t tested it) What are some of your thoughts while viewing this feature?

Would you be using this feature in your daily work at Bancroft?
Would you be using this feature in your life to communicate with caregivers at Bancroft?

a. IF NOT: Why is that?
b. IF SO: What function would it serve in your work? 
c. How would you use it?
d. What kind of content would you be posting up here, for example? (versus in the social feed, chat or info library)
e. Any thoughts on improving this feature?
f. What additional features would be helpful for this tab?

**probe more on depending on answer**


7. Thank you for your feedback. We’re going to look through the Post Summary feature. 

You can create summary of the posts for a care recipient over a period of time. It is intended to be helpful for caregivers or families who are away for a long time and want to review things that were posted about the care recipient. 

General Probe: What was your experience using this feature in the past week? / (if they haven’t tested it) What are some of your thoughts while viewing this feature?

Would you be using this feature in your daily work at Bancroft?
Would you be using this feature in your life to communicate with caregivers at Bancroft?

a. IF NOT: Why is that?
b. IF SO: What function would it serve for you or your care recipient? / Would this be a helpful tool in your work/daily life? 
c. How would you use it?
d. Any thoughts on improving this feature?


8. Thank you for your feedback. I’m going to ask you about the Person served Self-access functionality. 

For more high functioning care recipients, they have the ability to log on and interact with their own profile from their devices. They can log in using their account username and password. As someone connected to the person served, you have the ability to modify their username and password as well as set the account to view-only mode. The default is not view-only mode.

General Probe: What was your experience using this feature in the past week? / (if they haven’t tested it) What are some of your thoughts while viewing this feature?

Would you be using this feature in your daily work at Bancroft?
Would you be using this feature in your life to communicate with caregivers at Bancroft?

a. IF NOT: Why is that?
b. IF SO: What function would it serve for you or your care recipient? / Would this be a helpful tool in your work? 
c. How would you use it?
d. What would you be writing for your profile page, for example?
e. Any thoughts on improving this feature?
f. What additional features would be helpful for this tab?

9. Thank you for your feedback. Finally, I am going to ask you about the more minor features of Pletly.

**skip or go through this portion quickly if out of time, make sure you have enough time to ask the 3 statements**

First, there’s the Notifications tab, where you can see updates about activities on Pletly.
a. Any thoughts you have about this feature? / How did you use it in the past week?

Probe
b. Was it helpful/unhelpful?
c. Any thoughts on improving this feature?


And there’s the My Connections tab, where you can see all the person served you’re connected to on Plelty. You can also see your connections in the Home tab and in the person served profile to the right. 
a. Any thoughts you have about this feature? / How did you use it in the past week?

Probe
b. Was it helpful/unhelpful?
c. Would it be helpful to have a list of caregivers elsewhere?
d. Any thoughts on improving this feature?

Additionally, there’s your Profile page. Your basic profile is created when you register as a user on Pletly Care, but you can continue to edit this information and add more details for yourself, such as your hobbies, which caregiving teams you are in and upcoming meetings.

a. Any thoughts you have about this feature? / How did you use it in the past week?

Probe
b. Was it helpful/unhelpful?
c. Any thoughts on improving this feature?
a. What would you be writing for your profile page, for example?
b. What would be helpful to see on others’ profile page?


[Stop screensharing]

Statement Ratings

Next, I’m going to ask you to rate a few statements. 

So, the statements are to be rated on a scale from 1 to 5 (1 being strongly disagree and 5 being strongly agree). Just to remind you, the platform is still in development, and we would love your honest feedback so that we can improve the platform to better suit families/Bancroft staff like yourself. It would be great to have any additional feedback related to your rating. I’ll paste the rating scale into the zoom chat for your reference. 

Paste into Zoom chat: 
Rate from 1 to 5 
(1 being strongly disagree and 5 being strongly agree)

Acceptability (likable)
The first statement is about whether you like the platform. Please rate the statement:
· “The platform/app is appealing to me” 
· Do you have thoughts on why you chose _____ ?
· Layout / way that it appears? About the cosmetics over the functionality 

Appropriateness (fitting)
The second statement is about whether the platform is a good fit for the individuals that you will use this technology to interact with, including Bancroft caregivers, and parents/families. Please rate the statement:
· “The platform/app seems like a good match” 
· Do you have thoughts on why you chose _____, for example, relating to how this platform might impact the care you provide to person(s) served or communicate or coordinate with parents/guardians or other professional caregivers?
· Can you see an improvments? 
Feasibility (doable)
The last statement is about the feasibility of the platform for you, whether . Please rate the statement:
· “The platform/app seems doable” 
· Do you have thoughts on why you chose _____, for example, relating to the actual use of the platform in your everyday work?
· Would there be anything that get in the way of using the platform in real life for you?

**Check if they have done the SUS, if not do this. If they already have, then skip it**

This last portion of the interview will take around 10 more minutes. Can we go ahead and complete this final part of our interview? 

IF NOT: I’ll email and text these statements in survey form (survey-specific links). I’ll also paste it in the zoom chat now: link TBD
IF SO: Okay, great…

We have a second set of statements now. No need to elaborate, please just tell me the number. Like the previous statements, please rate on the same scale which you can reference in the zoom chat:

1 to 5
1 being strongly disagree and 5 being strong agree

*Note that if comments don’t match ratings, enquire about this with participant (they may not have noted that some items are framed negatively/reverse scored*


·       I think that I would like to use this platform frequently 

·       I found this platform unnecessarily complex 
 
·       I thought this platform was easy to use 
 
·       I think that I would need assistance to be able to use this platform 
 
·       I found the various functions in this platform were well integrated 
 
·       I thought there was too much inconsistency in this platform 
 
·       I would imagine that most people would learn to use this platform very quickly
 
·    I found this platform very cumbersome/awkward to use. 
 
·       I felt very confident using this platform 
 
·       I needed to learn a lot of things before I could get going with this platform 


Thank you so much for all of that! 












