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Please hold all questions 
fo r  the  e  nd .  
All slides have a number in the bottom right for your convenience, please note the 
slide number when you have a question and I’ll be happy to address them at the end. :) 
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Goals and Objectives 
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Purpose 

The purpose of this research study was to evaluate if the changes made 
to Recalls and Safety Alerts were helping the overall user experience . 

We would see this improvement through higher scores compared to the 
last study. 

In addition, I took note of any signif icant UX issues, and have 
made recommendations accordingly. 

7 



Overview 

This study included 14 tasks for each user in a set order. 

A s  per  the  prev ious  s t udy,  there  were  19  user s  eva luated  
in  tot a l .  (2  desk top ,  17  mobi le)  

Each user took an average of 31m 33s to complete all tasks. 

Lowest overall time was 17m 51sand highest overall time was 1h 2m 26s. 

Overall footage time was roughly 10 hours.  (9h 59m 31s) 

8 



Differences between this study and the previous 

Old Study: 

- Moderated 
- All tasks were in random 

order. 

New Study: 

- Unmoderated 
- Task 14 and 7 are in opposite 

spots in the data, results have 
been moved to better display 
changes in data and they are 
being compared to their 
relevant task. 
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Research Methodology 
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Userzoom 

We used userzoom to perform our 
unmoderated user study as this is the 
primary tool we have access to, and 
provides easiest sourcing of users and 
automatic management of study 
footage. 
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Included tasks 
Task 

# 
Title of task Task Scenario 

1 Primidone drug Your child was prescribed a drug called Primidone. You wonder if there have been recent issues with the drug in 
Canada. 

2 Milk allergen food Your son is allergic to milk and had an allergic reaction tonight. You want to know which of these foods may have 
caused his allergic reaction: -Frozen peas – Green Giant -Boosh brand Coconut Curry Cauli Bowl -Oreo cookies 

3 Search Nuba brand Carob 
drink 

You saw something on Facebook about a Nuba brand drink recall. When you check in your fridge, you see you 

have a 500 mL bottle. Are you risking illness if you drink it, or not? 

4 Kirkland Signature Extra 
Strength Acetaminophen 
Tablets 500 mg: Out of 
Specification 

While on Facebook, you clicked on this recall. You wonder whether your bottle has been affected by the recall. The 
serial number of your bottle is 0C26560SM. Has it been recalled too? 

5 Thule Sleek Car Seat 
Adapter recalled due to Fall 
Hazard 

A friend gave you a Thule Sleek Car Seat Adapter made in the year 2018 with the product number 11000301. Is 
there anything you or your friend should do before you use it? 

6 Shortage of Nitroglycerin 
Sprays in Canada 

Your Nitroglycerin sprays are about to expire. You heard there are production problems. Find out what you should 
do if your sprays expire. 

7 Vehicle Search BMW SUV You are thinking of buying a 2023 BMW X1 SUV. Find out if there are any recalls for this type of vehicle. 
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Included tasks 

Task 
# 

Title of task Task Scenario 

8 Komera Original brand 
Seasoned Hot Pepper Sauce 
(Stella) 

In January you bought a bottle of Komera Original brand Seasoned Hot Pepper Sauce. You heard that there was a 
recent recall for the product. Should you be concerned about the food recall warning? 

9 Recalled children’s toys There are recalls right now for children's toys that people might have bought. Find and provide the name of the 
recalled toy that is of the most concern to you. 

10 Dream Pops brand Bites 
desser health notice not in 
Recalls 

You want to buy Dream Pops Bites desserts though remember that there was previously a recall linked with this 
dessert. Which flavours of the Dream Pops Bites dessert should you avoid? 

11 Peanut allergen foods Your daughter is allergic to peanuts. She had a reaction this afternoon at home. She ate only these two foods: 
-Made Good chocolate banana granola bar -White cheddar Skinny Pop popcorn Check if either was the cause. 

12 YANRU Baby Walkers You’re looking at a pink YANRU Baby Walker on eBay for your child though want to check if there are any safety 
hazards linked with this brand of baby walkers before making a purchase. 

13 Nelson Chocofellar Back in April of 2023, you bought some Nelson Chocofellar 60% Dark chocolate bars with hazelnuts. You heard 
there’s a recall. You go home and check your Chocofellar bar and it has the barcode: 7 27908 44645 6. Is your bar 
part of the recall? 

14 Vehicle Search BMW SUV 
-Transportation 

You are looking at buying a 2023 BMW X1 SUV. Find out if there are any recalls for it before you buy it. 13 



Findings 
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Overall test scores 
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5  = Succe ss with no issue 3 = Te chnica l e rror 4 = Succe ss with a small issue 

1 = Comple te fa il 2  = Ta sk fa ile d but wa s a lmost a 
succe ss 
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Failure 

Success 

Success increased by roughly 22% 

OLD NEW 
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Problematic Tasks 
These were the tasks that had a drop in score between the initial study and this study. 
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Task 7 -RSAMS Vehicle Search 2023 BMW X1 

Task: “You are thinking of buying a 2023 BMW X1 SUV. Find out if there are any recalls for this type of vehicle.” 

Task saw an 8% drop in success. (35% success rate from a 43%) 

When users search “2023 BMW X1 SUV” the f irst result that comes up is for BMW cars that are from 
2001-2003, none of which match the X1 title. 

Search “2023 BMW X1” Two BMW recalls come up, neither list the X1. 

Search “BMW X1”  + Filter 2023 Fifth recall has one of the relevant X1recalls. Sixth 
recall is the other relevant X1recall. 

User s  work  based  on  pat te r ns ,  and  when  the  most  common example  o f  sea rch  eng ines  fo r  the  average  
use r  i s  Goog le  (wh ich  does  not  use  f i l t e r s )  i t  wou ld  be  in  the  use r ’ s  bes t  in te res t  to  mimic  that  
exper i ence  wh ich  has  a  reper to i re  a s  be ing  ve r y  comfor t ab le  and  s imple  fo r  use r s  o f  a l l  a ges  and  
educat ion  l eve l s  by  increas ing  the  s t reng th  o f  keyword  search .  
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Task 7 -RSAMS Vehicle Search 2023 BMW X1 

This was the point in the study that most users called the search process 
“tedious” and were getting frustrated with it. 

At this stage the user flow looks something like this when searching. 

User types in the identifying information of 
the product they are looking into. 

Clicks search and has to scroll through 
multiple screens of f ilters before 

seeing if their search worked. 

If their search did not work, they must 
scroll back through multiple screens of filters 

to adjust their keywords. 

Users must then determine how to 
best adjust their keywords and 

search again, or bel ieve that  there 
are  no recal ls  for  that  product . 
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Task 7 -RSAMS Ve hicle Se arch 20 23 BMW X1 

When we compare task 7 and 14, we can see that 
the Transport Canada page was outperforming the 
recalls page for vehicle searches in the initial test 
with a 33% difference , and that gap has only 
increased to a 49% difference . 
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Task 7 -RSAMS Ve hicle Se arch 20 23 BMW X1 

This is most likely due to the simplified search system. Vehicles have a very 
specific naming system (Year -Make -Model) and when the system 
clearly asks for these three values, the user gets the exact result 
they’re looking for. 

The use of the dropdown mitigates issues from spelling errors or 
adding extra details in the search. 

Use r s  a l so  s eemed  to  t ake  de l i g h t  in  the  fac t  tha t  a l l  t he  
reca l l s  fo r  the  one  veh ic l e  were  in  one  p l ace .  
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Task 1 -GOOGLE Primidone drug 

Task: “Your child was prescribed a drug called Primidone. You wonder if there 
have been recent issues with the drug in Canada.” 

Task saw a 17% drop in success. (71% success rate from the previous 88%) 

Majority of users interpreted “issues” as “side effects” and searched for 
“Primidone side effects”. When users searched for “Primidone Canada” the recall 
appeared 8th in the top searches and required signif icant searching to f ind. 

The primary issue here seems to be an issue with the metadata, leading to 
Government of Canada information appearing signif icantly lower in search, a space 
where users will only continue looking if they know exactly what they’re looking for. 

To remedy this issue an inquiry into recalls metadata is advised. 

12/19 users correctly identified the issue with the drug. 
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Task 1 -GOOGLE Primidone drug 

Upon a br ief check of the metadata, the page is lacking a meta descr iption, which may be why it is 
appearing so low in the Google results. 
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Secondary Task 
These were conditions to certain tasks that would have greatly affected scoring, so they 
were evaluated separately. 
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T# Task Component Score 

9 

… Find and provide the name of the recalled toy that is of the most 
concern to you. 

Main 100% 

Who clicked the toys filter? Secondary 5% 

10 

…Which flavours of the Dream Pops Bites dessert should you avoid? Main 85% 

Did users realize the recall is no longer relevant? Secondary 0% 

11 

Your daughter is allergic to peanuts. She had a reaction this afternoon 
at home… 

Main 85% 

Did anyone click the peanut allergen filter? Secondary 10% 

13 

.. Is your (Nelson Chocofellar) bar part of the recall? Main 98% 

Did most users go with the first or second recall? Secondary 
15% (Clicked 
2nd recall) 



Recommendations 
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The users don’t know if they’re 
searching for something that exists. 
If the result doesn’t show up 
immediately, they’re going to 
assume there is no recall . 
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Filtering Issues 
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When looking at the filters, we’re asking users to filter by categories they don’t know. 
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To scroll down to the results on mobile, the user must 
scroll through 4-5 screens worth of f ilters. 

This creates the following cycle that leads to 
the search feeling tedious. 

Scroll down to see 
if text search led to 

appropriate results 

Scroll up 

Edit search 

Search 
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Search  t ex t  he re  

To remedy this issue, filters should be in a collapsed state by default. 
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One iPhone 14 
Pro Max screen 
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One iPhone 14 
Pro Max screen 



Search Issues 
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These doormats are not useful 
and are only cre ating confusion 
for use rs. The use rs are trying to 
pull information from it whe n the 
y’re not formatte d to provide any 
use ful information. 

They should either contain the 
same information as the recall 
summary or be removed entirely. 
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It’s prioritizing the result with 
fewer matching search terms, 
which should not be the case 
for an eff icient search. 
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When we remove the doormat text: 
- It encourages users to open and 

read the recall properly for details 
- The date is more relevant 
- It’s easier on the eyes to read the 

titles thanks to less visual clutter 
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Users believe the highlighted number is how many 
recalls there are for the product or brand 

searched, in this case BMW. 

The search system itself is collecting way 
too many results based on irrelevant 
search terms. I would advise looking into 
why this is the case. 

From a UX-UI perspective there’s 
no action here but it’s an advised 
change. 
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Did that feel like 
a lo ng wa it? 

Use rs are more willing to wait whe n 
the y se e a loading animation. 

The syste m can function slowly 
(within re ason) if it will have some 
sort of loading animation. It implie s 
to the e nd use r that the syste m is 
working. 
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Across the entire study we 
gave users identifying product 
information such as: 

- Lot numbe r 
- Alle rge n 
- UPC code 
- Brand/Drug name 
- Product volume 
- Se rial numbe r 
- Product numbe r 
- Purchase date 

What we learned is that users will 
want to search by any information 
they are given. 

It would greatly improve their 
experience if they had the ability to 
search using these identifying terms 
in their search , as the only one that 
seems to be working right now is 
brand name followed by the product 
name and users are learning over 
multiple tasks. 
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An issue seen throughout the study is that users didn’t 
know when to stop searching. They got stuck in the cycle 
of trying to adjust their search and then searching again 
until they gave up. 

We saw this in task 11, when users had to search for 
products that weren’t recalled, and simply had to give up, 
with most guessing there was no recall or they weren’t 
able to find it. 

This page needs a no-results found component. A mock-up of 
what this could look like is to the right. 



Information 
Architecture Issues 
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This warning on the left appears 
BELOWthe f ilters on mobile. 
Users are forcing themselves to 
use the f ilters before seeing this. 

Relevant information should be 
above action to encourage reading 
the information before the action 
is possible, in reading from top to 
bottom. 

The warning should be above the 
search bar and buttons. 
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Action items are at the bottom of 
the page as  seen w i th  the  car  
seat  adapter  t ask .  
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This alert appears at the top-r ight 
on desktop and at the bottom on 
mobile, it should be bumped to the 
top on mobile. 
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Mobile Design Issues 
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Design for Mobile 

Source: How Do Users Really Hold Mobile Devices? Source: How Do Users Really Hold Mobile Devices? 

How users hold their smartphone heavily impacts their experience. 
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https://www.uxmatters.com/mt/archives/2013/02/how-do-users-really-hold-mobile-devices.php
https://tbrekanayake.medium.com/how-do-users-really-hold-mobile-devices-326f4dbb4c8f


On mobile, users by default 
cannot see the information that 
determines if they are at risk or 
not due to the table and need for 
horizontal scroll. 
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Prioritizing qualifying information 
before the issue encourages users 
to understand if it effects their 
product before potentially 
panicking, particularly seen in the 
cases of recalls regarding dangerous 
bacteria. 
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Mini Notes 

- Multiple instances of not 
plain-language making it difficult for 
users. (ie. Codes vs Qualifying info) 52 

- Recall pages need a consistent 
format, it’s diff icult for users 
to have to learn to navigate a 
new page every time. 

- Users regularly weren’t sure if a 
different bottle size was 
affected and if that mattered 
(750ml vs 500ml) 



In tasks 5 and 10, we 
star te d use rs off 

on Canada.ca 

Task 5 -8/19 users failed Task 

10 -3/19 users failed 

- When given the opportunity to 
search their recall in Canada.ca a 
handful of users did attempt to 
search the recall in Canada.ca’s 
search 53 

- Most struggled in their search to 
find the recalls page within the 
IA 
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This number is not relevant 
to users. 

The recall number can be 
kept in the body of the recall 
but does not need to be in 
the title. 
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Conclusion 
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The problem with a bad system is that 
it takes one bad experience for users 
to lose faith in that system 
altogether. 
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Ideal Prototype 
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Prototype 
Prototype is available to test here. 

The prototype addresses formatting 
changes and demonstrates what those 
changes would look like in action in a 
simplified format. 
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https://www.figma.com/proto/NSkGqeXoKPf0ej0zO2G7L2/RSA-Mockups?type=design&node-id=85-14&t=tmeJ1CctPvQdkz7g-1&scaling=scale-down&page-id=85%3A8&starting-point-node-id=85%3A14&mode=design


Any questions? 

60 



Appendix 
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