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Introduction: User testing on 
a shoestring
• These slides describe some of the inexpensive ways we do user-

centred design and testing at the BC Civil Resolution Tribunal.

• While there are some wrong ways to do user testing, there is no one 
right way, so these are some ideas that may or may not work for your 
tribunal.

• These ideas are meant to help frame the CCAT CCAT/DoJ/CIAJ 
Workshop on November 24, 2021, and participants are encouraged to 
share their own experiences, ideas, questions and best practices as 
well.

• Hope to see you there!
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Why do User Testing?

• Mitigates risk
• Reduces access barriers
• Optimizes staff time
• Saves money
• Builds trust

Helpful Hint: Lawyers & IT people great at lots of things but 
not guessing user preferences
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User-Testing Increases Inclusivity: CRT Examples
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Barriers to User Testing

•Cost

• Fear of failure

• Time

• Lack of expertise

•Other?
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Basics: User Testing on a Shoestring



Who?

Vulnerable Users

• Start with people 
with various barriers 
and their advocates.

General Public

• Expand to general 
public testing. 

Legal Actors

• Finally, get input 
from lawyers, 
mediators, etc.

Beta

Don’t do this the other way around. It won’t work 
(ask me how I know)!



When?

•Before you start designing

•Before & during new feature development

•During dispute resolution process

•After process ends

• Follow-up later
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What?

• Everything! Technology, but also…

• Forms
• Fees
• Processes
• Rules
• Communication templates
• Telephone info systems
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What?
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How?

✓Surveys

✓Interviews

✓Observational testing

✓Focus Groups

✓A/B Testing

✓Passive feedback
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Let’s talk about each of these, briefly…



Surveys
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Surveys
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Participant Satisfaction



Interviews

• Sit down with users and ask 
them to use website/fill out 
form/etc.:

• What worked?
• What didn’t work?
• How would you change it?
• What do you wish we had 

asked you?
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Observational User Testing

16

• Observe people using what you 
built (rather than asking them 
about it):
• What worked?
• What didn’t?

• Look for themes
• Often more accurate than self-

reporting
• Can be done through 

screenshare, or even on paper.



Inexpensive observational 
testing with a handful of users 
helped the CRT identify some 
really bad features in our 
Solution Explorer that we 
(lawyers and IT folks) all thought 
were great before testing!



Focus Groups
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• Gather small groups to 
co-design with facilitator

• In person or remotely

• Focus on vulnerable users 
& their advocates first

• Outreach, flexibility & 
thank yous are key



Focus Groups

19



This form was first co-designed 
with community advocates 
through screenshare prototype 
feedback sessions, and then 
tested with the public. This 
resulted in a simple, short, 
form.



A/B Testing
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• Try different versions 
with different groups. 
Compare results. 

• Or try a different version 
with one group. 
Compare to status quo.



A/B Testing: CRT Example
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• The CRT is currently doing A/B 
testing to compare concurrent vs. 
consecutive exchange of evidence 
and submissions in a certain 
dispute type.

• Which one leads to:
• Less duplicated evidence?
• Fewer extensions?
• Lower evidence volumes?



Passive Feedback
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•5-star ratings on webpage info

• Like/dislike buttons

•Helpful/Not helpful

• “Ask a Question”

• “Report a bug”
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This is a page from the CRT’s 
Solution Explorer. The passive 
feedback options allow us to 
quickly learn if there are issues 
with a page that need to be 
addressed.



Free/Cheap User Testing Tools
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Analytics and Continuous Improvement

• Data and analytics can also be seen as 
a powerful form of user testing. 

• Can tell you if your process is creating 
delays, causing attrition, wasting staff 
or user time/money, and leading to 
negative outcomes. 

• Also allows you to measure gains from 
your excellent user-testing work!

• Data is critical to measuring and 
working towards accessibility metrics.

• Continuous improvement means you 
never stop user testing and 
incorporating feedback. It’s an 
iterative process.

(don’t try to read this slide!)
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Discussion Questions

1. Does your tribunal do user testing?

• What do you test, and how?

• How have you incorporated the results?

• What has the impact been?

2. If you don’t do user testing, what are the biggest obstacles? What 
information or resources would you need to overcome them?

3. Who are the key users of your tribunal? Which are the most 
vulnerable? What is the best way of reaching them to conduct user 
testing?

4. Which of your tribunal’s processes, forms, rules, etc. do you think 
could benefit the most from user testing and design?
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More Information

Email: 
info@crtbc.ca

Twitter:
@CivResTribunal
@shannonnsalter

www.civilresolutionbc.ca


