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Abstract

Usability, or the “ease of use” of a website, is important in order to allow for a user to
carry out the intended task in an efficient and effective manner. For website that uses
reputation system, as these chosen in this thesis, such aspect is equally important. But in
order to ensure a system which is “Usable” there must be carried out usability activities
to that system.

The goal of the thesis was to carry out a usability study on known websites that use
reputation system in order to analyze the current level of usability on these websites. By
indentifying the level of the usability of these websites it should be possible to present
recommendations in order to improve usability in future reputation-based websites.

In the thesis there was planned a framework for carrying out the usability study. The
proposed framework was based upon various methods available on the field of Human
Computer Interaction (HCI).

The methods of choice to analyze the level of the usability of the chosen websites were
heuristic evaluation based on Nielsen’s heuristics; where each of the heuristics was
applied to each website’s reputation system. The second method was the think aloud
test; where six test participants have been chosen to do some test tasks, and thereby
making it possible to indentify its usability strengths and weaknesses from expert and
users point of view.

Based on the usability evaluation we chose three websites that have (the best, natural
and worst) usability to conduct another usability study to examine whether the usability
has an impact on the overall utility of the reputation system.

The usability methods of choice to analyze the impact the usability of the reputation
system on its utility were the interviews and survey.

After the conducted usability approach we found that the level of usability has an
influence on how the accessible, utilizable and understandable the reputation
information is to the user

On basis of our findings, we presented some recommendations that should be considered
when integrating the reputation systems in the websites.
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Chapter 1

1. Introduction

This chapter provides a background to the study topic, the goal of the thesis, research
questions and the study activities. The final section of this chapter provides a brief
overview of the thesis structure.

1.1 Overview

There are several reputation-based systems available online. Theses reputation systems
are a key success factor of many websites. The main goals for using reputation systems
are:

e To help users and consumers to have better understanding of the information,
products and services being provided, i.e. to provide information to help assess
whether an entity is trustworthy (trust assessment).

e To encourage entities to behave in a trustworthy manner, i.e. to encourage good
behavior. [17]

e To discourage less reliable entities from participating in an interaction, i.e. to make
chiseling and cheating rare and losing propositions. [18]

The usability is a quality attribute that assesses how easy user interfaces are to use. So
the usability of the reputation system is very important to help the user understand the
system and to know how to use it, i.e. the utility (the system functionality).

Usability and utility are equally important and together determine whether something is
useful: It’s no good if the system is easy, but doesn’t do what you want. It's also bad if the
system can do what you want, but you can't use it, because it’s too difficult to use it.

e Definition: Utility = whether it provides the features you need.
e Definition: Usability = how easy & pleasant these features are to use.
e Definition: Useful = usability + utility.

The utility of the reputation system are decision making and review the service or the
provider, and if the users cannot find the reputation information or cannot understand it,
the system are useless. [19]



1.2 Aim of Study

The main goal of the thesis is to carry out a usability study on reputation systems in order
to identify the level of the usability of those reputation systems. Furthermore, it does this
with the intention of being able to identify key factors that will influence on the utility of
the reputation systems. It should be possible to present recommendations in order to
improve the usability of the reputation systems in the future.

1.3 Research Questions

Based on our aim of the study in the section 1.2, we have formulated three research
questions they are as follows:

RQ1. Does the most common websites that use some kind of reputation system have a
high level of usability?

RQ2. Does the reputation information representation have an impact on users?

RQ3. Does the usability of the reputation system have an impact on the user review and
decision making?

1.4 Study Activities

By addressing the research questions, a framework (approach) will be planned for
carrying out the usability study of the reputation-based systems. The framework will be
based on recognized usability evaluation methods in the field of Human Computer
Interaction (HCI). The websites chosen for this study are well known websites and have
popularity each in their field. As part of the framework and the study recommendation
will be presented for future reputation-based systems development.

15 Outline of the Thesis

This thesis is divided in six chapters. Chapter one gives an introduction to the study topic,
research questions and the study activities. Chapter two will present the background for
the reputation system and the usability. The third chapter presents the research
framework and methodology and the choice of the usability methods to carry out the
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study. Chapter four will present the collected data from the research methods. In chapter
five we will discuss the collected data in contrast with the research questions. We will
also make some recommendations. Finally in chapter six we will make the conclusion of
the study.



Chapter 2

2.  Background for Reputation
Systems and Usability

This chapter will present the general model of the reputation system and an
introduction to the usability and its attributes.

2.1 Reputation Systems

We will define reputation according to the Concise Oxford dictionary:

“Reputation is what is generally said or believed about a person’s or thing’s character or
standing”.

Reputation can be considered as a collective measure of trustworthiness based on the
referrals or ratings from members in a community. In decision making, personal
experience, i.e., trust, usually carries more weight than referrals, i.e., reputation.
However, if direct experiences are lacking, decision making has to be based on referrals
from others.

Reputation systems are widely used in different aspects in our life; in electronic
commerce, social network, search engine, and so on. A reputation system collects,
distributes, and aggregates feedback about participants past behavior. Though few of the
producers or consumers of the ratings know each other, these systems help people
decide whom to trust, encourage trustworthy behavior, and show people who are
unskilled or dishonest. [1, 13, 14]

2.2 General model and examples

In this section we will describe the reputation systems types and how the ratings and
reputation scores are communicated between participants in a reputation system. There
are two types of reputation systems, they are centralized and distributed systems.



221 Centralized Reputation Systems

In the centralized reputation systems, a reputation center will collect all the information
about the performance of a community participant. This information, e.g. in the form of
ratings, is collected from other community members who have had direct experience
with that participant.

The central reputation center that collects all the ratings typically derives a reputation
score for each participant, and makes all scores publicly available. The participants can
then use each other's scores, for example in decision making. The idea is that transactions
with reputable participants are likely to have more favorable outcomes than transactions
with disreputable participants. Figure 1 shows a general centralized reputation system,
where C and P represent the transaction partners with a history of transactions in the
past, and they consider transacting with each other in the present. Fig 1.b shows a
present transaction depending on the experience of the other transitions in the past fig
la.

History Transactions

Potential Transaction

e o

Reputation
scores

Ratings

Reputation Center

Reputation Center

a. Past b. Present

Figure 1: General framework for a centralized system [1]

After a transaction is completed, the partners provide ratings about each other's
performance in that transaction. The reputation centre collects ratings from all the
partners, and continuously updates each partner's reputation score as a function of the
received ratings. The Updated reputation scores are provided online for all the partners
to see, and can be used by other partners to help them to decide whether or not to deal
with that partner.



The two fundamental aspects of centralized reputation systems are:

1. Centralized communication protocols that allow participants to provide ratings
about transaction partners to the central authority, as well as to obtain reputation
scores of potential transaction partners from the central authority.

2. A reputation computation engine used by the central authority to derive
reputation scores for each participant, based on received ratings, and possibly also
on other information. Will discuss it in the section Reputation Computation
Engines. [1]

222 Distributed Reputation Systems

In the distributed reputation system there is no central reputation center for collecting
ratings or obtaining reputation scores of others. Instead, there can be distributed stores
where ratings can be collected, or each member records the opinion about each
experience with the target party, and provides this information on request from other
relying members, who consider transacting with that target party. These people should
themselves find the distributed stores, or try to obtain ratings from as many members as
possible who have had direct experience with that target party. Figure 2 shows this.

History Transactions

Ratings

Potential transaction

a. Past b. Present

Figure 2: General framework for a distributed reputation system [1]

Then the relying members compute the reputation score based on the received ratings. In
case the relying member has already had direct experience with the target party, the
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experience from that transaction can be taken into account as private information,
possibly carrying a higher weight than the received ratings.

The two fundamental aspects of distributed reputation systems are:

1. A distributed communication protocol that allows participants to obtain ratings
from other members in the community.

2. A reputation computation method used by each individual agent to derive
reputation scores of target parties based on received ratings, and possibly on
other information. This will presents in section Reputation Computation Engines.

[1]
2.3 Reputation Computation Engines

The reputation scores can be calculated based on own experience, on others experience,
or on a combination of both. Reputation systems are typically based on public
information in order to reflect the community's opinion in general. But some systems
take both public and private information as input. The private information is the resulting
from personal experience, which is normally considered more reliable than public
information, such as ratings from other parties. There are many ways to compute the
reputation measures, the most popular methods are:

1. Simple Summation or average of Ratings

This method is the simplest form of computing reputation scores. It sums the number of
positive ratings and negative ratings separately, and to keep a total score as the positive
score minus the negative score. This is the principle used in eBay's and Amazon’s
reputation systems. The advantage is that anyone can understand this principle.

2. Bayesian Systems

In this method the binary ratings are taken as input (i.e. positive or negative), and are
based on computing reputation scores by statistical updating of beta probability density
functions (PDF). The updated reputation score is computed by combining the previous
reputation score with the new rating. The advantage of Bayesian systems is that they
provide a theoretically sound basis for computing reputation scores. This principle is used
in Yelp. [1]



2.4 The Usability

If a website is difficult to use, people leave. If the homepage fails to clearly state what a
company offers and what users can do on the site, people leave. If users get lost on a
website, they leave. If a website's information is hard to read or doesn't answer users' key
questions, they leave. There's no such thing as a user reading a website manual or
otherwise spending much time trying to figure out an interface. There are plenty of other
websites available; leaving is the first line of defense when users encounter a difficulty.
[19]

The system to be socially acceptable, it should be practical acceptable within various
categories such as cost, support, reliability, etc., as well as the category of usefulness. The
usefulness is the issue of whether the system can be used to achieve some desired goal.
The usefulness can be divided into two categories of Utility and Usability, where the
utility is the question of whether the functionality of the system in principle can do what
is needed, and usability is the question of how well users can use that functionality.
Figure 3 shows the simple model of system acceptability. So the system to be useful it
should be both usable and has utility.

Easy to
learn

Utility

social
acceptability

Usefulness
Usability

System
acceptability

Compa-
tibility

Easy to
remember

Practical
acceptability

Reliability

Error
handling

Subjectively
pleasing

Figure 3 the simple model of system acceptability [2]

The usability has many definitions but the most two important definitions are:
The first one presented by the ISO standard 9241-11.:

“The extent to which a product can be used by specified users to achieve specified goals
with effectiveness, efficiency and satisfaction in a specified context of use.”



And the second usability definition is presented by one of the pioneers within the field of
usability: Jakob Nielsen:

“Usability is a quality attribute that assesses how easy user interfaces are to use.”

The usability is not a single, one-dimensional property of a user interface. It has multiple
components according to Nielsen [2] and is traditionally associated with these five
usability attributes:

Learnability: the system should be easy to learn so that the user can rapidly start getting
some work done with the system. It is the most fundamental usability attribute, since
most systems need to be easy to learn, and since the first experience most people have
with a new system is that of learning to use it. The users should be able to complete a
certain task successfully in a certain minimum time.

Efficiency: the system should be efficient to use, so that once the user learns the system,
a high level of productivity is possible. The experience is the key to measure efficiency, so
to measure the efficiency we need experienced users. The users are considered
experienced if they have been users for more than a certain amount of time, such as
months or a year. A typical way to measure efficiency of use is to bring experienced test
users and measure the time it takes these users to perform some specific tasks.

Memorability: the system should be easy to remember, so that the casual user is able to
return to the system after some period of not having used it, without having to learn
everything all over again.

Errors: the system should have a low error rate, so that users make few errors during the
use of the system, and so that if they do make errors they can easily recover from them.
Further, catastrophic errors must not occur. Typically, an error is defined as any action
that does not accomplish the desired goal. Some error can be corrected right away by the
system, like these errors will just slow down the transaction time but don not counted as
catastrophic errors, which lead to a faulty work, or destroy the user’s work, making them
difficult to recover from.

Satisfaction: the system should be pleasant to use, so that users are subjectively satisfied
when using it; they like it. It is the comfort and acceptability of the work system to its
users and other people affected by its use. [2, 15]

In this thesis we will use Nielsen’s definition of usability, with its impact on the system
functionality (utility). One can evaluate the system’s functionality by adopting the same
methods used for evaluating usability according to Nielsen. The goal of the usability effort



in this thesis was to find the strengths and weaknesses of the reputation system in the
common websites, and to find its impact on the functionality (utility) of the reputation
system.

2.5 RS Usability

So much money is being spent on reputation-based websites. Yet so many websites don’t
seem to have considered the usability of their reputation system, resulting in users giving
up using these sites. There are many guidelines that should be considered in each
reputation system, we discussed these guidelines in section 3.4.2.
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Chapter 3

3. The Research Framework &
Methodology

In this chapter we will describe the chosen sites and the different usability methods used
in our study and explain the goals behind each method. We will illustrate the tasks that
have been conducted in our study.

3.1 The framework (approach) of the study

The goal of the thesis was to carry out a usability study on Reputation systems in order to
identify the level of the usability of the reputation systems and what had a positive and
negative impact on the utility of the Reputation systems. It should be possible to present
recommendations in order to improve the usability of the reputation systems in the
future.

A framework (approach) as shown in figure 4 will be proposed for carrying out the
usability study. The framework will be based on recognized usability evaluation methods.

The approach consists of these steps:

1. Define the project goals, select the sites with a reputation system to be
measured, decide the extent of the usability work needed, and identify the
resources needed to carry out the usability study.

2. Know the user; it’s important to identify the user who will use the system and to
determine the skill level.

3. Select the usability evaluation methods that will be used, and evaluate the
usability of the system by using these chosen methods.

4. After finding the result of the evaluation, present recommendations for future
development.

11



Project goals and select the websites

Identify the user and determine the skill level

Select Usability methods

Qualitative approach Quantitive approach

Evaluate the chosen sites

Present recommendation based upon
usability results

Figure 4 Framework for the study

3.2 The chosen sites

We have chosen seven websites to evaluate their usability. Each website is popular in its
category (shopping, video sharing etc.) and they are mainly employing reputation system:

e eBay.com (shopping)

e Amazon.com (shopping)

e Yelp.com (reviews and recommendation)

e Trustpilot.com (reviews)

e Epinions.com (reviews and recommendation)

o apple.com/iphone/from-the-app-store (Smartphone apps store)
e Youtube.com (video sharing)
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3.3

The Users Selection

Before we conduct our research, we think about our sample selection. So we have
selected users depending on our study needs. The selection criteria are:

3.4

We have selected users with at least bachelor level of study and variety of
educational background, from different countries; therefore we can get
benefit from their knowledge and different way of thinking.

We have selected both male and female users with different ages between 22-
60 years; therefore we can get benefit from the young people who are more
adventurous with using the reputation-based sites and the senior people who
are more cautious with the reputation-based sites.

For the think aloud test we have selected six experienced users (in internet),
however four of them have used the chosen websites; therefore we can get
more benefit from their experience in these websites. We can also get benefit
from the other two users who didn’t use the chosen websites, because they
are not biased to a specific website.

For the think aloud test we have selected six users who have been tested
before in a usability test; therefore we can get benefit of their usability
experience.

For the interview and the survey we have selected 48 users who have

experience with the three filtered websites, so we can get benefit from the
users’ neutrality and their experience in these websites.

The chosen usability methods

There are two choices of research approaches available: qualitative and quantitative
approach, so to choose which one of them to use, we should first consider our research
questions and see which approach is suitable to our work.

Qualitative research:

Is the type of the research that provides answers to our questions, produces deeper
understanding to a given research problem and collects evidence. This research provides
descriptions of how people experience a given research issue. The qualitative methods
are typically flexible, for example the qualitative methods ask mostly “open-ended”
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questions that are not necessarily worded in exactly the same way with each participant.
With open-ended questions, participants are free to respond in their own words. The aim
of a qualitative research is to understand, not to explain. [3]

Quantitative Research:

Is the type of the research that measure and analyze relationships between entities. The
quantitative methods are typically inflexible, for example the quantitative methods ask
mostly “closed-ended” or fixed questions that are identical to all the participants. The aim
with this research is to explain and predict about future. [3]

As the aim of our study is to evaluate the usability level on the reputation system from
the expert and users point of view and to find any flaws in the reputations systems and to
explain the influence of the usability of the reputation system on its utility, therefore we
find that it’s best to use both qualitative and quantitative approaches in our research.

There are many methods available in the field of Human Computer Interaction (HCI) that
can help us to evaluate the level of the usability of the reputations systems to websites.
Heuristic Evaluation, Think Aloud and Remote Testing are the chosen method to evaluate
and test the usability of the reputation information of the chosen sites. The interviews
and survey are the chosen method to gather information what users need, behave, take
decision, like or dislike about these websites and to find if the usability of the reputation
system has an influence of its utility.

341 Heuristic Evaluations for Nielsen

Heuristic evaluation is the most popular method of the usability inspection methods
where usability specialists or evaluator examine the website and judge its compliance
with recognized usability principles (heuristics). A *“double” specialist, that is, someone
who is an expert in usability principles or human factors as well as an expert in the
domain area (such as reputation system, financial services, and so on, depending on the
application), or in the particular technology employed by the product, can be more
effective than one without such knowledge. [16, 21]

The main goal is to evaluate the level of the usability in the most common reputation-
based sites and how well the ten heuristic evaluation of Nielsen works for these
reputation-based sites. We will focus on the reputation information and whether if it is
works or fails and how we can improve it.
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These are ten general principles for user interface design:

1. Visibility of system status
The system should always keep users informed about what is going on, through
appropriate feedback within reasonable time.

2. Match between system and the real world
The system should speak the users' language, with words, phrases and concepts
familiar to the user, rather than system-oriented terms. Follow real-world
conventions, making information appear in a natural and logical order.

3. User control and freedom
Users often choose system functions by mistake and will need a clearly marked
"emergency exit" to leave the unwanted state without having to go through an
extended dialogue. Support undo and redo.

4. Consistency and standards
Users should not have to wonder whether different words, situations, or actions
mean the same thing. Follow platform conventions.

5. Error prevention
Even better than good error messages is a careful design which prevents a
problem from occurring in the first place. Either eliminate error-prone conditions
or check for them and present users with a confirmation option before they
commit to the action.

6. Recognition rather than recall
Minimize the user's memory load by making objects, actions, and options visible.
The user should not have to remember information from one part of the dialogue
to another. Instructions for use of the system should be visible or easily
retrievable whenever appropriate.

7. Flexibility and efficiency of use
Accelerators -- unseen by the novice user -- may often speed up the interaction for
the expert user such that the system can cater to both inexperienced and
experienced users. Allow users to tailor frequent actions.

8. Aesthetic and minimalist design
Dialogues should not contain information which is irrelevant or rarely needed.
Every extra unit of information in a dialogue competes with the relevant units of
information and diminishes their relative visibility.
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9. Help users recognize, diagnose, and recover from errors
Error messages should be expressed in plain language (no codes), precisely
indicate the problem, and constructively suggest a solution.

10. Help and documentation
Even though it is better if the system can be used without documentation, it may
be necessary to provide help and documentation. Any such information should be
easy to search, focused on the user's task, list concrete steps to be carried out,
and not be too large. [16]

34.2 Nielsen Heuristics for Reputation Systems

In this section we will analyze the meaning of the Nielsen heuristics in the context of
reputation systems.

1. Visibility of system status

The visibility of the system status should be presented in a clear manner allowing for the
user immediately identify the system status.
The most important things the users need to know when visit reputation systems are:

e Where am I? The system should show a clear indication to where the user is,
so he can see what categories and what sorting options he selects and in
which page he is, for example figure 5 shows clearly the account name, and
the name and address of the restaurant the user wants to review.

e What is going on? The system should keeps users informed what’s going on
and when the user interacts with the system the changes should be made
clearly, and the updates should be made within moments of submission. The
user needs some sort of feedback that lets him immediately know that his
action is being processed. Figure 6 shows the system responds within a few
seconds after the user left a feedback to a seller.
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of a sandwich guy. 8 years cooking and

ata sit down jewish style deli will do that to
not sure what it is about wrapping delicious
ents of goodies into a bread container, but it
always manages to bring flavors to a whole new level
Maybe it's in my blood? I'm sure rm the only kid who's
dad had a 2 hour MOVIE about sandwiches around the

ﬂ Emmalouise B

Figure 5: view showing it’s me and the name & address of the place that | want to review (yelp.com)

J Thank you for leaving Feedback for 1 transaction
Your Feedback helps keep the eBay Community informed and safe
Where would you like to go nextﬂ

Leave more Feedback — sh.;aauaﬂnmau&nr.&/

See my Feedback profile —
Visit My eBay — check on
View the item | looked at la

the system informs me within
moments of feedback submission

.

Save to your Favourite Sellers list - Return to My eBay anytime to see your Favourite Sellers and their new items.
[“I chugiak { 706 o)

48 Nasal Strips, Tan; MEDIUM, LARGE or Both Sizes! **FREE SHIPPING WORLDWIDE** Item # 290735341189

Groups | Answer Centre | Community Values

Figure 6: view showing the system responds within moments of feedback submission (eBay.com)

2. Match between system and the real world

To make it easy for the users to work with the reputation systems, the reputation
categories and information should be in plain language (the user language) and followed
real-world conventions as shown in figure 7, and the information should appear in a

logical order, one can notice in figure 8 how the “Member quick links” are not
alphabetical order but they are well grouped.
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language
Tell us more

Rate this transaction . . : L .
§ ol weutra | 1€ reputation information is in plain

great and fast senice A+++++
51 characters left

Rate details about this purchase
How accurate was the item description?

How quickly did the seller dispatch the item?
How reasonable were the P&P charges?

Meither inaccurate nor accurate

Why can't I enter this rating?
Quickly

Neither unreasonable nor reasonable

Figure 7: view showing the reputation information in plain language (eBay.com)

locoisle77 (7829 %) [g

Positive Feedback (last 12 months): 99.2%
[How is Fesdback percentage calculated?]

Member since: 30-Jun-10 in Hong Kong

Member quick links

This member is an eBay Top-rated seller

up-mten;‘.r Contact member
e © s
+ Consistently receives highest buyer ratings i \,;‘ View items for sale
+ Dispatches items quickly ‘ - View seller's shop
» Has eamed a track record of excellent View 1D histary
senice )
Learn mare Add to favourite sellers

Recent Feedback ratings (last 12 months) ?
1 menth 6 menths 12 montl

View eBay My World

View reviews & guides
?
ings

The member quick links are in
plain language and well grouped

@ Positive 4814 8317 8317
@ Weutral 38 60 50
Nagative 15 67 67

ltem as described & 8 & 8 6932
Communication S & 8 & 7354
Dispatch time & & & & 6306
Postage and packaging

charges it

Feedback as a seller Feedback as a buyer All Feedback | Feedback left for others

Figure 8: view showing the well grouped categories (eBay.com)

User control and freedom

User control and freedom can have a significant impact on user satisfaction. When the
users have an impression that they aren’t in control of the system then it might be a
cause for user frustration and subsequently have a negative impact on the users’ attitude
towards the use of the system. So the system should provide a number of areas that can
be edited, modified or deleted. The user should ensure that the system meets the control
requirements of both novice and experienced users. An example of user control and
freedom might be when | change my mind about an old review that | wrote, there should
be always a way to go back to edit or remove that review, as shown in figure 9.
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Meemo J.'s Profile (244 nickname) htp
Recent Reviews 1 Review Search Reviews
Filter by: ¥ Location » Category Sort by: » Date

Konya Kebab Narrebrogade 106
Cateqgories: Middle Eastern, Turkish 200 Kabenhavn

H . 350521
| can edit my old review
Dk [ Lo [ L el

¥ 0 Friends

B iiian its the best restaurant in copenhagen

Upload a Photo : o Edit ) Remove
B2 Send To A Friend &' Link to this Review

Location Edit /

Yelping Since

July 2012 [I can remove my old rewew]

Things | Love Edit
You haven'titold us yet ... dotelll

Update Your Profile

Figure 9: view showing the possibility to change my old review (yelp.com)

4. Consistency and standards

The user should understand how the reputation ratings are calculated and what they
mean. If the users don’t understand what the star rating refers to or what function any
icon or link carries out, the users will hesitate to use it. It should be easy for the user to
find the information or specification he needs, and should know where to go if he needs
to and what types of information to expect to find when he do an action, e.g. when a user
want to contact a member, he should go to a label “contact member”, rather than some
obscure reference. Figures 10 and 11 show the consistency and standards should be
available in each reputation system.

Member quick links

This member is an eBay Top-rated seller 1
loceisle?7 (7829 % ) [g/ e Tp e} Contact member

S, View items for sale
‘\" View seller's shop

View ID histary

Add to favourite sellers
View eBay My World
View reviews & guides

Detailed S{I know where to go (I can find 1 ?

Positive Feedback (last 12 months): 99.2% ¥ Consistently receives highest buyer g
[How is Feedback percentage calculated?] + Dispatches items quickly

2 | Member since §§0-Jun-10 in Hong Kong v
Le

| can find how the feedback}

| know that this seller
has a high reputation

Recent Feedb3 precentage is calculated

e information quickly) tings

@ Positive 4814 8T 8317 ttem as described 6932

Communication 7354
@ Heutral o ) 0 Dispatch time 6906
@ Negative 46 67 67 Postage and packaging oo 7661

charges

Feedback as a seller Feedback as a buyer All Feedback | Feedback left for others

Figure 10: view showing a typical seller reputation (eBay.com)
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Rate this transaction

@ Positive Meutral ) Megative 1l leave Feedback later

Tell us more : i
| know what the meaning of each rating
great and fast senice A+++++

51 characters left

Rate details about this purchase

How accurate was the item description? ic A Meither inaccurate nor accurate
it the s 0 Why can't I enter this rating?
How quickly did the seller dispatch the item? i i o Quickly
How reasonable were the P&P charges? 8 1 Neither unreasonable nor reasonable

Figure 11: view showing the ease of understanding the reputation ratings(eBay.com)

5. Error prevention

There are many places where error can occur on the reputation systems, and the user
may conduct these errors. The ideal system should prevent a problem from occurring in
the first place, but if the errors do occur, the system should provide a user friendly
message in plain language rather than codes, e.g. if the user wants to leave an opinion
sentence about a company, he forgets to write at least a sentence with three words, a
user friendly message will appear, figure 12.

Rating

U U 2 stars: Bad — a bad experience but with
Lol Lol Wol o sign of malicious intent

@ Please write a headline with more than 3 characters.

Your opinion in one s“ence

-\

You

A user friendly message appeared,
| did when | did something wrong

Figure 12: view showing a user friendly message when an error do occur (trustpilot.com)

6. Recognition rather than recall

The system’s objects, actions, options, and links should be visible so the user’s memory
load would be minimized. The system’s information should be visible or easily retrievable
whenever needed. The system should have a history of all the user’s previous
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transactions and reviews. The user should retrieve any review or old orders, so this will
help him to remember exactly what he had ordered years ago, e.g. the user can retrieve
what users recently review a seller, as shown in figure 13. The user should have the
possibility to take a look at the transition’s details before he rates the seller, because
maybe after at least two weeks the user doesn’t remember what the details of this order
are, figure 14. The user should also have the possibility to save the reliable
sellers/providers for future handling, so he doesn’t need to remember where he will look
for them, figure 15.

TTETT TEVTETS & guITe

Recent Feedback ratings (last 12 months) ? Detailed Seller Ratings (l=st 12 months) ?
1 month 6 months 12 months Criteria Average rating Number of ratings
@ Positive 4815 3313 3318 [tem as described i o o 6933
7385
© Neura % The history of all the user feedback 6907
Hegative 46

L8 8 & & | 7662
/charges

Feedback as a sellar Feedback as a buyer | | All Fesdback Feedback left for others

0 Feedback received Bid retractions (last 12 months): 0
Period: | All |z|
Feedbackiitem From Seller Date/time
Page 1 of 1 1

What would you like to do next?
Leave Feedback

Reply to Feedback received

Follow up to Feedback left

Figure 13: view showing the history of all the member feedback (eBay.com)

Leave Feedback for 1 (viewing 1-1)

Order summary
New Windscreen Car Mount Stand Holder Cradle For iPhone 4G, 45 UK order details]

Item won on: 30-Jun-12
Seller: stylo_tech (3718 4 ) (gl Price: £4.99
Registered as a business seller Payment date: 30-Jun-12 Item location: Dagenham, Essex. United
Kingdom

ltem condition: Mew

Postage: £1.48 Payment method: PayPal

H This international order may take longer to arrive and may cost more to post. View order details | View purchased item
Rate this transaction /
@ Positive @ Neutral ) Nega

Tell us more

[Details about the order that | want to rateJ

great and fast senvice A+++++

51 characters laft

Rate details about this purchase
How accurate was the item description? i i A Meither inaccurate nor accurate
b ere seller's Why can't I enter this rating?
How quickly did the seller dispatch the item?

How reasonable were the P&P charges?

Figure 14: view showing the details of a previous transaction (eBay.com)
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q/ Thank you for leaving Feedback for 1 transaction
Your Feedback helps keep the eBay Community informed and safe

Where would you like to go next?

R future transaction

See my Feedback profil

Visit My eBay — check on your, les, and messages
View the item | looked at ace or increase your bid. or Buy it now

Save to your Favourite Sellers list - Return to My eBay anytime to see your Favourite Sellers and their new items

The possibility to save a seller for ]

[T chugiak { 706 &% )

48 Nasal Strips; Tan, MEDIUM, LARGE or Both Sizes! **FREE SHIPPING WORLDWIDE™ Item # 230735941189

Groups | Answer Centre | Community Values

Figure 15: view showing the possibility to save a favorite seller (eBay.com)

7. Flexibility and efficiency of use

The system should be flexible to use for every one (novice user, infrequent user and
experienced user). The software efficiency is an important aspect of usability. The system
should provide some facilities that can have an impact on the overall efficiency of the
reputation system and can help users to speed up the interaction with the site, e.g. with
just one click at red icon besides visit shop text, the user can visit the seller shop and see
what other item he has. Another facility that can speed up the interaction with the site is
the Top-rated seller icon; this icon can help the experienced users to identify that the
seller has high reputation in the last year, figure 16.

3 X Matte Anti Glare Front And Back Screen Protector Film Guard For iPhone 4 45
**Full Body 3 X Front & 3 X Back™Free Cleaning Cloth™

ltem condition:  New Share: HE | Add to watch list
Quantity: [7 This icon will help me to recognize .
the seller has high reputation in the -rated seller T“E“:g

mobocare ( 8544 ]
c1.49 Ylastyear : w
99.8% Positive Feedback
'Add to basket ¥ + Consistently receives highest buyer
ratings
Add to Watch list i-‘ +' Dispatches items quickly
: ¥ Has earned a track record of excellent
Postage: Free - Roval Mail Airmail (Small Packets) | See sll details . ==
See de e .
zemlo | can visit the seller shop quickly ] St saier
ost tad

See other items
Delivery:  Varies for items sent from an international location 2 -
Seller posts within 1 day after receiving cleared payment . Visit Shop: |B' mobocare
on

A Have one to sell? Sell it yourself B
Payments: PayPal | s=e paymeant infor

Registered as a business seller

Returns:  Returns accepted | Read details

Figure 16: view showing the flexibility and efficiency of use (eBay.com)
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Aesthetic and minimalist design

eBay My World: locoisle77 ( 7829 ¢ ) ;== gl

Feedback earned for transactions on eBay View your =Bay My World page

Positive Feedback: 99.2%
Feedback score: 7829

Detailed Seller Ratings (last 12 months)

' (i s Eecdback caieolated Criteria Average rating Mumber of ratings
:E_ ltem as described 6 & & & | 6932
- Communication : 7354
| ) Dispatch time 4 6906
Postage and packaging charges & & & & 7661
Member since: 20-Jun-10
Location: Hong Kong
Items for sale
Visit my shop Latest Feedback M H seeal
Add to favourite sellers
Contact member @ packed well arrived quickly 2 1 em ¥ 2709694310
. Buyer-weed | can find relevant & enough information about
BN the seller

Figure 17: view showing related and relevant information about the seller (eBay.com)

Magasin Du Nord, Kgs. Nytorv

Category: Department Stores [Edit)

Kongens Nytorv 13
1050 Ksbenhavn K

45932283
hitp:/Awww. magasin.dk

Hours: Price Range: £33
Mon-Thu, Sat 10.00
Fri 10:00 - 20:00

* Edit Business Inf|

Send to Friend M Bool o Write a Review
16 reviews for Magasin Dy/Nord, Kgs. Nytorv Search Reviews

Sort by: Yelp Sort | Date | Rating | Useful | Funny | Cool = | Total Votes | Frie

different catogeries ¥ Frstto Review M Thilde D

E Yes
| can sort the reviews by ]

ere? Unl

Read more reviews for this business: Danish (16)

Figure 18: view showing different categories to sort the reviews (yelp.com)

The system should display all the required (relevant) information at a time. The system
should provide related and relevant information about any seller or item, the reputation
should be represented according to different aspects, e.g. communication and dispatch
time, figure 17 shows how the seller’s reputation should be appeared. The user should
have the ability to sort the reviews by different categories, e.g. ratings, date and etc. as
shown in figure 18. And the navigation should be consistent so the user doesn’t feel he is
lost, e.g. figure 19 shows the consistent navigation allows the user to know where he
would like to go.
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q/ Thank you for leaving Feedback for 1 transaction
Your Feedback helps keep the eBay Community informed and safe

Where would you like to go next?

Leave more Feedback — share your trading experiences with fellow eBayers

See my Feedback profile — read comments from your trading partners —_—_— I | can find where to go,
Visit My eBay — check on your bids, sales, and messages ease of navigation

View the item | looked at last — place or increase your bid, or Buy it now

Save to your Favourite Sellers list - Retumn to My eBay anytime to see your Favourite Sellers and their new items

[T chugiak { 706 & )

48 Nasal Strips; Tan, MEDIUM, LARGE or Both Sizes! **FREE SHIPPING WORLDWIDE™ Item # 230735941189

Groups | Answer Centre | Community Values

Figure 19: view showing the consistent navigation (eBay.com)

9. Help users recognize, diagnose, and recover from errors

The good reputation system should help the user to recognize, diagnose and recover from
errors encountered during its use. The help and error messages should be friendly,
precise and informative as possible to make it easy for the user to identify the error to
recover from it easily. The system should provide help to the users when they need it, and
if they want to know about something they don’t understand it, there should be help
message in plain language that explain the ambiguousness to the user, figure 20 and 21
show how the help messages are in plain language and help the user to understand what
he is doing. As in criteria 5 the system should help the user if he does any error by
showing an easy plain message.

New Windscreen Car Mount Stand Holder Cradle For iPhone 4G, 45 UK order details] ttem # 260972452600

Seller: stylo_tech (3718 4¢ ) (gl
1'. " Registered as a business seller Payment date: 30-Jun-12
ltem condition: New 9
Postage: £148 The system suggests to me to contact

the seller before leaving negative feedback

n This international ordel

Rate this transaction
_) Positive D Neutral  ® Negative 71l leave Feedback later

Before you leave this Feedback, please contact your seller to see if anything else can be done to make your experience positive. Sellers want you to be
happy, and so do we

Tell us more

B0 characters left
Rate details about this purchase
How accurate was the item description?
fio 8 40 th the seller's co why can't I enter this rating?
How quickly did the seller dispatch the item?
How reasonable were the P&P charges?

Figure 20: view showing the system’s suggestion before leaving negative feedback (eBay.com)
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New Windscreen Car Mount Stand Holder Cradle For iPhone 4G, 45 UK order details] ftem # 260972452600
Seller: stylo_tech (3718 ¢ ) [gl

Registered as a business seller Payment date: 30-Jun-12
Item condition: New = o

Postage: £1.48

n This international order may take longer to arrive and may cost more to post.

Rate this
@ Positive @ Neutral € The system helps me to know why | can't
Tell us more rate this category

great and fast serice A+++++

51 characters left

Rate details about this purchase

How accurate was the item description? B & Meither inaccurate ccurale  This question isn't

__ 8y slle Why can't 1 enter this rating? Sfépr:fa(if ::.fad‘ff:c?e
How quickly did the seller dispatch the item? messages between you
and the seller.

How reasonable were the P&P charges?

Figure 21: view showing the system explanation to questions (eBay.com)

10. Help and documentation

Help and documentation is an important aid for the novice as well as the experienced
users. The system should provide help and explanation about anything the users don’t
understand it. Therefore, if the user is uncertain about any action he should always find
the help to resolve the problem. The documentation should fully integrate into a Website.
Help could be fully integrated into each page so the users never feel like assistance is too
far away. The users should themselves help and figure out their own answers with easy to
follow topics or ask the site to help them, e.g. figure 22 shows how the user can find the
help in the same page.

Member quick links
This member is an eBay Top-rated seller -
" = Top-rated > Contact member
77 (7829 % ) [§ i : i
Positive Feedback (last 12 months): 99.2% ¥ Consistently receives highest buyer ratings Y View ilems for sale
[How is Feedback percentage calculated?] + Dispatches items quickly ‘ View seller's shop
M 30-Jun-10 in Hong Kong v Has earned a track record of excellent View ID history
service
[ s Add to favourite sellers
View eBay My World
View reviews & guides
ReC This table shaws the number of positive X 7 Detailec Thege ratings provide more details about this X 7
neutral, and negative overall Feedback ratings member's performance as a seller. Five stars
the member has received in the last 12 e Criteria | js the highest rating. and one star is the | i
months lowest rating
17 Item as
More help Commui Mere help
@ e = L = Dispatch time & & & & 6906
@ Negatie 46 67 67 Postage and packaging ; e
charges o ciatt ifd
Feedback as a seller x& as a buyer All || Feedback left for others
Help messages to find answers about any questions | This is the number of negative or neutral x ?
———— Feedback buyers have revised for this seller
Learn more __'j
Feedback/item From/price Dateltime
@ packed well arrived quickly Buyer: woochant ( 380 g ) 27Juk-12 19.58
een Protector LCD Guard for DSLR Nikon D300 (#270969431067) £3.99 View ltem
@ Aticle conforme a Fannance et regu en bon état. Vendeur sérieux | Buyer: djehay47 (1) 27Jul12 1956
M transmetteur MP3 Player lecteur USB Pen Drive memory Card (#280903430015) EUR 5.29 View ltem

Figure 22: view showing the help messages (eBay.com)
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343 Think aloud testing

As the ten heuristics evaluation relies only upon the evaluator’s subjective judgment, it
would be a better decision to combine it with another usability test. Websites testing
with real users is the most fundamental usability method and irreplaceable, since it
provides direct information about how people face problems when they use the website.
The basis for the usability test and the most valuable usability method is the recognized
“think aloud” method. In this testing method test participants are asked to think aloud
while they carry out the activity with the system — that is, simply verbalizing their
thoughts as they move through the user interface.

The think aloud test consists of 4-20 test sessions. Each test session involves one test
participant, who should be a typical user of the website. During the test session, the test
facilitator gives the participant the test tasks. While test participants solve their tasks,
they are asked to “think aloud” — that is, to say what they are thinking, what they are
unsure of, what they expect the website to do, how they interpret error messages, and so
on.

Think aloud tests are widely applicable. One can use them to test a beginner’s first
meeting with a website, as well as to test a long running website with experienced users
to see if the site needs updating. One can use think aloud tests on an entire website or on
selected pages. One can use them on prototypes and on websites that are in production.
A test session normally lasts 60-100 minutes.

This method helps us to discover what users really think about the websites. The main
goals of this test are:

e To measure the level of the usability in most common reputation-based sites
depending on user point of view.

e To know the most favorable way to present reputation information to the
users.

e To examine whether the user understands the rating system and how ratings
have been calculated.

e To examine whether the user knows the reputation system rules.

e To examine whether the users are honest enough (don’t think of the bad
rating’s consequence) by leaving a negative/natural feedback.

e To examine if there are more information the user needs in his decision
making.

This test has been carried out with six participants who all belong to the target group for
the website. The profiles of the test participants appear in section 3.4.3.2.
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The test participants were tested one by one. We used remote test with two participants,
because they are living outside of Denmark, the other four we tested in our home or their
homes.

We acted as the test facilitator. Four tests were conducted in English, while two were
conducted in Danish. Each test took between 60-80 minutes. The usability test consisted
of three phases: Interview, Solving test tasks, and Debriefing. In this test the phases
contained the following steps:

Interview: Test participants were informed about the purpose and procedure of the test
and were then interviewed about their expectations to the websites before they saw it.

Solving test tasks: Test participants were asked to carry out tasks using the websites. All
the tasks were defined by us; however some of them made it possible for the test
participant to decide about the kind of information they will be looking for. The tasks are
included in the usability test script in appendix A. Test participants were asked to think
aloud and to comment on the website while they were carrying out their tasks.

Debriefing: Test participants were asked to answer some post-test questions in order to
summarize their experience with the websites. The list of questions is given in appendix
A.[4,22]

3431 Equipment

The equipment used for this test were different laptops/desktops with minimum 2.00
MHz processor and a 13.3 — 21.0” wide screen. Google Chrome was used for four test
participants, while Mozilla Firefox 3.0.5 was used for the remaining two. There isn't any
impact on the test by using two different browsers, the only reason is; the two remote
test participants use Firefox, while we use Google chrome. The computer communicated
with the Internet using a 10, 20, 35 Mbit xDSL.

3432 Test Participant Profiles

The tests were carried out with test participants, table 1 who fulfilled the following
requirements:

e Are of different nationality.
e Between 25 and 50 years old.
e All of them have experience with browsing the Internet.

e Four of them have not studied computer science or worked within the IT field, the
last two studied IT.
e Most of the participants are Danish.
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Participant Gender Age Title Nationality | Internet Used
experience* | reputation-
based sites
1 Female 26 Physician American Experienced | Yes
2 Male 50 Diplomain | Danish Experienced | Yes
Applied
Chemistry
3 Female 25 Bachelorin | American Experienced | Yes
Applied
Science
4 Female 40 Software Danish Experienced | Yes
Engineering
5 Male 50 Lawyer Danish Experienced | No
6 Female 47 High School | Danish Experienced | No
Teacher in
Physics

Table 1: test participants profile

* Internet experience was classified by the test participant according to these groupings:
1. None (e.g. has ever heard of it or only read about it)

2. Bystander (e.g. has watched other persons use the internet)

3. Beginner (e.g. has used it once or twice)

4. Somewhat experienced (uses it regularly)

5. Experienced (uses search facilities without problems)

3433 Findings
Findings are categorized by the facilitator using the following categories [4]:

Good. This approach is recommendable.

Fa
(R Good idea. A suggestion from a test participant that could lead to a
significant improvement of the user experience.

Minor problem. Caused test participants to hesitate for a few seconds.

Serious problem. Delayed test participants in their use of the website for 1
to 5 minutes, but eventually they were able to continue. Caused occasional
“catastrophes”.

Critical problem. Caused frequent catastrophes. A catastrophe is a situation
where the website “wins” over the test participant, i.e. a situation where the test
participant cannot solve a reasonable task or which causes the test participant great
irritation.
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344

Survey and Interview

In the usability inquiry the usability evaluators obtain information about what users need,
like or dislike, so the survey and interviews are very useful methods for studying how
users use systems and what features they particularly need, like or dislike. From a
usability perspective, survey and interviews are indirect methods, since they do not study
the user interface itself but only users’ opinions about the user interface. But on the other
hand these methods could be considered as direct methods when it comes to measuring
user satisfaction. [2]

So we formulate questions about the filtered websites in order to gather information
desired. It’s the only way to obtain this information by the interactive process between
the interviewer and the user. The questions in the survey consist of a modified version of
the interview questions.

The main goals of these usability methods are:

3.5

To find what is the important aspect of each user’s rating.

To find whether the user understands the rating system’s factors.

To find whether the user trusts the rating system.

To examine whether the Ease and Flexibility of the feedback mechanism has an
impact on user review.

To know what the most important information are the users need in their buying
decision.

To examine if there are more information the user needs in his decision making.
To know what the most things (reputation information representation) that
attracts users.

To examine whether the users are honest enough (don’t think of the bad rating’s
consequence) by leaving a negative/natural feedback.

Reliability and Validity

Reliability and validity are two important aspects in all kinds of testing. The reliability is
the question of whether one would get the same result if the test were to be repeated.
The validity is the question of whether the result actually reflects the usability issues one
to test. [2]
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35.1 Reliability

Reliability is concerned with consistency of the results that obtained from the research.
The role of the reliability is to reduce the biases in the study. To increase the reliability of
our research we have endeavored to make our users sample as representative as
possible, and we tried to use open-ended and satisfaction questions.

35.2 Validity

Validity is concerned with using the right users and the right tasks. Validity involves
making sure that respondents understand what is meant by the researcher, and all
participants should have nearly the identical experience as each other prior to and during
the test. In order to increase the validity we have chosen users that know and use the
assessed websites. And we have formed clear detail tasks, so the participants can
successfully perform these tasks.
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Chapter 4

4. Data Presentation

This chapter will present the results obtained from the usability studies. The presentation
is divided into sections; in the first one we will present the results of the Heuristic
Evaluation, in the second section we will present the data obtained from Think aloud and
remote testing on the chosen websites and in the last section we will present the results
from the survey and the interviews.

4.1 Application of Nielsen Ten Heuristics

In this section we will present the findings of our evaluations on the reputation system of
the chosen website depending on Nielsen ten heuristics. The findings contain both
positives and negatives issues.

411 eBay.com

EBay is a popular online marketplace; a place for buyers and sellers to come together and
trade almost anything. The site allows sellers to list items for sale, and buyers to bid for
those items. The eBay reputation system is a centralized reputation system, where eBay
collects all the ratings and computes the scores. The eBay reputation system consists of
different ratings in the Feedback Profile. The feedback profile has a Feedback Forum that
gives buyer and seller the opportunity to rate each other as positive, negative or neutral
after completion of a transaction. The buyers and sellers also have the opportunity to rate
the seller in 4 additional areas: item as described, communication, shipping time, and
shipping and handling charges. These ratings don't count toward the seller's Feedback
score, and are anonymous. Detailed seller ratings from the same buyer are counted in the
same way as Feedback. Only one per week is included in the seller's score. The buyer has
the possibility to leave comments like “great item quality, will deal again!” which are
typical in positive case or “Buyers beware, fake item!” in the negative case.

The most important points in the in the eBay’s feedback profile figure 23 are:

1. (Positive Feedback ratings) the percentage of positive ratings left by members in the
last 12 months. This is calculated by dividing the number of positive ratings by the total
number of ratings (positive + negative).
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2: (Recent Feedback ratings) the total number of positive, neutral, and negative Feedback
ratings the member has received in the last 1, 6, and 12 months

3: (Detailed Seller Ratings) this rating provides more details about this member’s
performance as a seller. Five stars is the highest rating, and one star is the lowest. These
ratings do not count toward the overall Feedback score and they are anonymous. That
means the sellers can't trace detailed seller ratings back to the buyer who left them.
Detailed seller ratings from the same buyer are counted in the same way as Feedback.
Only one every week is included in the seller's score.

4: (Top-rated seller icon) this icon means that the seller is:
e Consistently receives highest buyer ratings.
e Dispatches items quickly.
e Has earned a track record of excellent service.

5: (Bid retractions) the number of times the member has retracted a bid in the last 12
months. To see the number of bid retractions, click the “Feedback as a buyer” tab.

6: (Textual Feedback) this refers to the comments that are left from other members.

Feedback profile

Member quick links

This member is an eB: 4 d seller

techlolly (115681 %) me |g
Positive Feed?;gck {last 12 months): 99.3% ¥ Consistently receives highest buyer ratings ‘«;

Top-rated & Contact member
el

View items for sale

[How  percentage calculated?] + Dispatches items quickly View seller's shop
Mem 1 ep-09 in United States ., Has eamed a track record of excellent View ID history
senvice
i Add to favourite sellers
3 View eBay My World
View reviews & guides
Recent Feedback ratings (la=t 1#/months) ? Detailed Seller Ratings (1==t 12 months) ? View About Me page
1 month 6 months 12 months Criteria Average rating Number of ratings
@ Positie 3322 27254 46065 LR L L fraar
Communication & & & & 373
@ Heural B £ = Dispatch time ¢ ok ok 37839
N ! 23 183 6
Postage and packaging & s " 23781
6 5 charges
Feedback as a seller Feadback as a buyer All Feedback Feedback left for others
124,205 Feedback received (viewing 1-25) Revised Feedback: 52 7
Period: | All
Feedbacki/item From Buyer/price Dateltime
@ At Keithchris2010 (34 g ) 29-Jul-12 17-33
Stylish Light Brown Furry Fur Leopard Animal Print Cover Case For iPhone 45 4 4G £1.79 View ltem
(#290705921068)
@ Item received quickly and as described 33thegreat (private) 29-Jul-12 17:19
3in1 Black Stripe+Diagonal Ribbed+Black/Silver Cufflinks For Men's Attire Tuxedo £5.21 View ltem

(#300735508275)

Figure 23: the eBay feedback system

The problem of ballot stuffing, i.e. that ratings can be repeated many times, e.g. to
unfairly boost somebody's reputation score, seems to be a minor problem on eBay
because participants are only allowed to rate each other after the completion of a
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transaction, which is monitored by eBay. It is of course possible to create fake
transactions, but because eBay charges a fee for listing items, there is a cost associated
with this practice. However, unfair ratings for genuine transactions cannot be avoided. [5,
6]

Nielsen heuristics for eBay’s Reputation Systems

There are some negative and positive points in the eBay reputation system depending on
our Nielsen heuristics evaluation. The most important points are; the user always knows
where he/she is in terms of carrying out a procedure using a system, Users would know if
an operation was successfully completed (e.g., you left a feedback), figure 6. EBay
reputation system uses natural words, particularly novice users can understand the
language and the system categories are well grouped as shown in figures 7 and 8. One of
the negatives in the eBay reputation system is; there is no undo functions in this system,
if the user leaves a feedback and later he regrets it, he cannot change it. The users can
find all the information they need quickly and they can understand what every rating
means, e.g. they can understand how the feedback percentage is calculated by clicking at
the link under the positive feedback as shown in figures 10 and 11. The eBay system can
prevent an error but only for PowerSellers*, so if a member by mistake wants to leave a
negative feedback to a power seller the system will prevent him from doing this before 7
days (e.g. Sorry, you can't leave negative or neutral Feedback for this PowerSeller until 7
days after purchase. in the mean time, please contact the seller to try to work things out.)
as shown in figure 24.

HANDSFREE EARPHONE HEADPHONE MIC For iPhone 4 45 th 4 Gen [ order details] ltem # 280741466749
Seller: techlolly (115678 ) @ prted e (g
Item condition: New = ¢ Payment date: 29-Jul-12

Postage: Free |
B his international orderl

M

The system prevents me from leaving natural or
negative feedback to power seller before 7 days

Rate this transaction

' Positive @ Neutral Negative Il leave Feedback later

Sorry. you can't leave negative or neutral Feedback for this PowerSeller until 7 days after purchase
In the mean time, please contact the seller to try to work things out.

Figure 24: eBay prevents users from leaving a negative feedback to powerseller

In the eBay system the users can retrieve all the history of other users’ feedback, and they
can see all the details about any transaction before they can rate it as shown in figures 13
and 14.

*PowerSeller: he is an eBay seller who sustaining a gross trading volume above a set cutoff for several
months in a row, Power sellers must maintain both a high quality feedback profile and constant or
growing trading volume in order to remain in the program.
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The eBay system provides some facilities that help users to speed up their interaction
with the system such as “visit shop” as shown in figure 16. The eBay system provides also
relevant information about any seller figure 17, but unfortunately the users can only sort
other users' reviews by “date”, there is no other category. The eBay system helps users to
find out what additional steps are needed in order to complete a task successfully, for
example the question “How satisfied were you with the seller's communication” you can’t
rate it sometimes, and if you want to know why that? The answer directly comes to you:
(This question isn't applicable because we didn't see any direct messages between you
and the seller) as shown in figure 21. The eBay system has a very good help, it provides a
quick and accurate help as shown in figure 22.

41.2 Amazon.com

Amazon is a popular online shopping for everything, although it starts mainly as an online
bookstore that allows members to write book reviews. Anybody can become a member
simply by signing up. The seller rating system is 1 to 5 stars, with 5 stars being the best. A
seller's average rating will appear alongside his name. Buyers have 90 days after their
order date to leave their rating and remarks. The average of all ratings gives a seller or a
product its average rating. Users, including non-members, can vote on product’s reviews
as being helpful or not helpful. The numbers of helpful as well as the total number of
votes are displayed with each review. The order in which the reviews are listed can be
chosen by the user according to criteria such as newest first or most helpful first or
depending on the number of the stars rating. While the seller reviews can only be sorted
by date and can’t be sorted by any other criteria.

Amazon has the right to remove feedback that is not directly related to the buying
experience or violates one of Amazon guidelines. If the comments include any of the
following, the feedback is subject to removal:

e Product reviews: It is more appropriate to review product on the product
detail page.

e Promotional content: This includes anything of a promotional nature such as
comments about or links to other merchants or websites.

e Obscene or abusive language: this mean the member should use helpful and
appropriate language when participating in the Amazon Community.

e Personal information: members should not include information that identifies
other Amazon.com visitors.

Amazon can offer reputation to stores that reside on its site. Amazon is a trusted
merchandiser, and consumers assume that any site Amazon allows on its web pages has
been vetted. This halo provides third-party credibility to merchants who might not be
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able to gain good reputations alone in a short time. Merchants, of course, pay for the
privilege of borrowing a good name.

The most important points in the in the Amazon’s reputation profile figure 25 are:

1. (Star Ratings) the seller stars is an average rating calculated using the following
formula: SUM (all feedback star values) / SUM (all feedback ratings). For averages over
4.76, all 5 stars are shaded; 4.26 to 4.75 =4 1/2 stars, 3.75 to 4.25 = 4 stars, and so on

2: (Detailed Seller Information) details information about the seller, e.g. dispatch time
and offering warranty to his products.

3: (Recent Feedback Ratings) the recent reviews are illustrated by date with its rating.

4. (Feedback History) the feedback percentage is calculated by using the following
methodology: SUM (positive feedback ratings) / SUM (all feedback ratings) for feedback
left in the last 30, 90, 365 days, and lifetime. [1, 7]

Big Box Shop

..... 1]

4.9 stars over the past 12 months (1,680 ratings)

Detailed Seller Information
Big Box Shop Storefront %,

Big Box Shop endevour to deliver all orders placed

before 3pm next working day. We continually
adjust our prices to ensure that we offer you the
best savings around. All our products come with a
full 12 month manufacturer warranty with a no
hassle returns policy. We strive to ensure a

pain...read more
- (& I’ ==~ Recel ack:

Search for other products 2
) 5 out of 5: "Happy with order”

LS, 30 August 2012

See all feedback

5 out of 5: "Printer dispatched a few hours after
ordering on the evening of a bank holiday and
arrived the day after that. Goods as described
and am delighted with end results.."

mme, 30 August 2012

5 out of 5: "arrived very quickly,quality item.”
Mr 3., 30 August 2012

5 out of 5: "Great item super value. A+++++"
Robert S., 30 August 2012

4 5 out of 5: "Very pleased with the product...”
Anni, 30 August 2012
See all feedback
Fe 5/

Feedback History:

Feedback 30 days 90 days 365 days Lifetime
Positive 100% 100% 99% 98%

Neutral 0% 0% 0% 1%
Negative 0% 0% 0% 1%
Count 105 268 1680 7348

What do these mean?

Figure 25: the Amazon reputation system

Nielsen heuristics for Amazon’s Reputation Systems

There are some negative and positive points in the Amazon reputation system depending
on our Nielsen heuristics evaluation. The most important points are; the user always
knows where he is and what he is doing in terms of carrying out a procedure using a
system figure 26, Users would know if an operation was successfully completed (e.g.,
Thanks! Your review is being processed) figure 27.

35



amazon.ou Maysa's Amazon = Today's Deals = Gift Cards | Help Back to School. Shop now)

Shop by Hello, Maysa 0 Wish
* Search Al .

Department » b Your Account ~ .\.-.’Baskel >  List

Welcome Warenouse Deals  Subscribe & Save  Outlet  Amazon Prime  Mobile Apps  Amazon Toolbar

Maysa, create your review

(If you're not Maysa, cliqNgars.)
Start here
Please give your review a title.

Shi

Item being reviewed
This is me and | know what I'm doing

(leave a review)

J

A user friendly message appeared,

The object that | want to review,
when an error occur

[2011]
clearly visible

]

review?
Written review

B video review

« Be detailed and specific.
What would you have
wanted to know before
you purchased the
product?

« Not too short and not
too long. Aim for
between 75 and 300

Figure 26: view showing account name and the reviewed object plus a friendly message (Amazon)

Reviews must contain at least 20 words about the product (_insert a product link | (What's this?)
I saw it in the cinema 5 times and bought this DVD and I still like to watch it.

amaz_on,co,uk Maysa's Amazon = Today's Deals GiftCards Help Back to Schaol. 8hop now.
Shap by . Hello, Maysa 0 Wish
Department > Search st Nour hecourits | N Baskat~ | it ~
Welcome Warehouse Deals  Subscribe & Save  Outlet  Amazon Prime  Mobile Apps  Amazen Toolbar

Thanks! Your review is being processed. Share your review

Your review will be posted ony{e site, typically within 48 hours. If you are B Facebook | [ Twitter [ E-mail

still unable to see your review [he product page or on your profile page

after 48 hours, then your revie

|dn't be posted on Amazon.com as
written. Please read our postin i

_ - reviewed: "Just Go With It [DVD] [2011]' by Adam Sandler
nes before resubmitting your review. .l i
g : 3 ;g enjoyable firT™". | saw it in the cinema § times and bought this DVD and | stil like
After leaving a review, the update has been EELEl ;' \whteh 1t was prefty damn gond. | do have to admi that | am an Jennifer Aniston
made within moments T
Share review

Have more to
share about
this product?

Add images to the product page.

Discuss this product with other
» Add new images

customers.
> Start a new discussion

Sl Help us improve packaging for this and
&M other items.

ﬁ“"b’ > Leave packading feedback on recent

o 7 purchases

Jlﬁ § Amazon purchsss

& 2

Figure 27: Amazon provide the updates within moments

Amazon reputation system uses natural words, particularly novice users can understand
the language and the system categories are well grouped. One of the negatives in the
Amazon reputation system is; there is no redo/undo mechanism in the Amazon
reputation system, so you cannot change or comment your earlier feedback, although

you can remove the negative ones but once you remove it you can’t post a new feedback
instead of the removed one as shown in figure 28.
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Your Submitted Feedback
Seller -
Order Number Rating Comments Date
Name
203-2151623-8154714 zoverstocks 3 out of 5 "the seller was great even if the dvd 12 July 2012 Remove
didnt work with me (vista windows),
so the seller refund me the price of
the dvd."
202-6513626-8973143 World of 5 out of 5 "the seller very honest and he sent
Books Ltd me the book quickly. great service. | can remove only the natural
and good book. and negative review
202-1437117-1944338 MNearfine_ 5 out of 5 "He is a perfect seller" -
026-5724425-8702735 Pharmacy 5 outof5 "great service" 29 January 2012
Place
026-6040726-8657119 Beauty 5 out of 5 "great service" 29 January 2012
Base Online

Figure 28: Amazon provides only remove choice to negative reviews

The Star rating system in Amazon is not very clear (e.g. when a user rates a book with
bad, users might think it was badly written, while in reality the user might not like the
topic for example), and the information of the reputation system is presented similarly, so
the user sometimes gets confused where the item details are and where the users review
and other information are. This makes retrieving information for the decision-making a
hard task as shown in figure 29.

Product Description

Review

'Usability Engineering is a good introductory text that is readable and thought provoking...It promotes active, independent learning by
encouraging students to explore and question concepts related to usability. I recommend this book as a starting point for students, or IT
managers alike, who wish to get an insight into the practicalities of systems usability.' - Kathleen Maitland, Lecturer in Computing, UCE at
Birmingham

About the Author
XRIS FAULKNER is a Senior Lecturer at South Bank University where she has taught for the past seven years.

Inside This Book (Lesrn More)
First Sentence
One of the biggest problems that the designers of a human computer system face when developing a system is making sure that the finished product is
what the user really wants and needs. Read the first page

Explore More
Concordance

Browse Sample Pages
Eront Cover | Copyright | Table of Contents | Excerpt | Index | Back Cover

Search inside this book:

(]

Tag this product (what's this?) Search Products Tagged with _
Think of a tag as a keyword or Iabel you consider is strongly related to this product. (Go)
Tags will help all customers organise and find favourite items.

Your tags: (Add )

Sell a Digital Version of This Book in the Kindle Store
If you are a publisher or author and hold the digital rights to a book, you can sell a digital version of it in our Kindle Store. Learn more
What Other Items Do Customers Buy After Viewing This Item?

Usability Engineering {Interactive Technologies) by Jakeb Nielsen Paperback
iy (5)

£17.00

Figure 29: the reputation information is presented similarly in Amazon

In the Amazon system the users can retrieve all the history of other users’ feedback, but
one can’t for example choose to retrieve only the negative ones, so one might navigate
100 pages only to reach a negative review figure 30.
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Recent Feedback: Yrinosy

4.9 =tars over the past 12 months (163,393
ratings)

Previous Page | Next Page

4/5: "Sturdier, more protective packaging
(bubble wrap instead of corrugated
paper) would have prevented the
damage to the digipak case."

Hernady T., 30 August 2012

5/5: "Much quicker than expected”
Simen, 30 August 2012
5/5: "Prompt delivery, well packaged, as
de=cribed, many thanks "
anthony t., 30 August 2012

5/5: "Great fast servicel"
Ian Emery, 30 August 2012

3/5: "as yet cant get film to play"”
Anne P., 30 August 2012

5/5: "Once again, first class
N

Nicholas M., 30 August 2012

5/5: '"the 5 star rating says it all!"
Smiley , 30 August 2012

5/5: "Item as described, well packaged and
arrived in good time."

ChrisS, 30 August 2012

Previous Page | Next Page

Figure 30: no review’s classification in Amazon

The Amazon system provides some facilities that help users to speed up their interaction
with the system such as “customer reviews” as shown in figure 31.

Instant Order Update for Maysa. You purchased this item on 30 July 2011,

Jennifer by Jennifer Aniston Eau de Parfum Spray 85ml

by lennifer Aniston
Fedededers [ (2 customer revievs) [ Like] (4)

price: £25.90 \
In siecl

Dispal . . vailable.
onl | can go to customer reviews quickly

Figure 31: Amazon provides some facilities that speed up the interaction with the system

The Amazon system doesn’t provide enough information about any seller, and it’s difficult
to navigate people profiles, and the users can only sort other users' reviews by “date”,
there is no other category, but the good thing in the Amazon review system; it provides
detailed rating’s information about how many users rated the item and gives a direct
access to their reviews depending on different criteria such as the most helpful first
review or the newest first figure 32.
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Customer Reviews

Michael Kors Quartz, Black Dial with Black Goldtone Bracelet - Womens Watch MK5191

17 Reviews

star: (15)
4 stan: (1) Share your thoughts with other customars
3 star: (1)
2 star: (0) | Create your own review |
1 start (0)
The most helpful favorable review
17 of 17 people found the follo view helpful

FAriririoh Snlldly built

I have pretty small wrists and was afraid that this
watch was going to be too wide and bulky- it isn't and
I am very happy with the overall aesthetics of the
watch. I do notice that I'm wearing a watch when am
using my hands, however (like when talking to
someone), as it is a bit heavier than most of my other
watches. T imagine I would get used to this though...

Search Customer Reviews

Only seard h this product's reviews

The most helpful critical review

A not sure what to think
yaah hey bought this watch for my wife I thought it
was great got it right on time no complaints there. she
told me she thought it 'looked great' but I had a
feeling she wasn't really too keen on it and now I
haven't seen her wear it since that day. really not
sure whether it's the product or my fault but I'm
thinking ya should think twice before buying. ymmv
Published 18 days ago by Bret M.

Read the full review >

Published 22 months ago by Steph S. » See more 3 star, ? star, 1 star reviews

> See more 5 star, 4 star reviews

< Previous | 2 | Next» Most Helpful First | Newest First

17 of 17 people found the following review helpful

yorrdoioie solidly built, August 19, 2010

By Steph S. (Los Angeles, CA) - See all my reviews
This review is from: Michael Kors Quartz, Black Dial with Black Goldtone Bracelet - Womens Watch MK5191 (Watch)

Figure 32: Amazon provides sorting item reviews by different criteria

The Amazon system help users to find out what additional steps are needed in order to
complete a task successfully, and if an error does occur, the system provides a user
friendly message in plain language, e.g. if the user wants to leave a review and he forgets
to enter a title for the review, a user friendly message will appear; “please give your
review a title” figure 26. Amazon has a very good help system, it provides an accurate
help. The user can use self help and figure out his own answers with the easy to find and
press on the link in any place figure 33.

Beauly Base

Beauty Base Online - Details

Store front:www.amazon.co.uk/shops/AITRRTK8GOD14]

+ Delivery Rates

+ Dispatch Policies

* Tax Information

* Privacy & Security

* Returns and Refunds

* Gift Wrap and Gift Messaging
+ Detailed Seller Information

For questions regarding products, order delivery, or
returns, please contact Beauty Base Online
Customer Service:

For questions about a charge that has been made to
wour credit card, please contact Amazcn For
questions about how to place an order, search
Amazon Help.

About Beauty Base Online

Established in 1975, Beauty Base is one of London's Premier beauty retailers, offering an extensive collection of products in
fragrance, skin care and cosmetics.

We stock a fantastic combination of designer brands products from around the globe and a knowledgable, friendly sales team are
on hand to help fulfill your beauty needs.

We have five Retail Stores, including our flagship store at London's Westfield shopping centre in Shepherd's Bush.

Top of Page

Figure 33: Amazon provides a good help system

413 Yelp.com

Yelp is an online urban city guide that helps its visitors find local cool places to eat, shop,
drink, relax and play, each place has a 5-point rating, reviews from other site visitors.

Yelp helps people to find, review and talk about what's great — and not so great — in our
world. Any local business, service or place with a physical presence such as restaurants,
shops, bars, salons, spas, dentists, mechanics, parks, museums, etc.

The Yelp Elite Squad is Yelp way of recognizing and rewarding yelpers who are active
evangelists and role models, both on and off the site. Elite-worthiness is based on a
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number of things, including well-written reviews, a fleshed-out personal profile, an active
voting and complimenting record, and playing nice with others. Members of the Elite
Squad are designated by a shiny Elite badge on their account profile, so the visitors can
see which members are in Yelp Elite Squad.

Yelp provides a feature that allows business owners to publicly comment on a review.
Members are able to message them back if they post a public comment on their review.
Users can vote on reviews that they think are Useful, Funny or Cool. Users can also decide
for themselves how best to order reviews by clicking one of the links just above the
reviews (e.g., date, rating, voting, etc.). Yelp's default sort order takes a number of factors
into account and present reviews in a meaningful order. For example, Yelp will favor
reviews from the member friends and the users he/she follows. The sort algorithm does
not take into account whether the business is an advertiser or not.

Sometimes yelp may remove a review if it violates their Terms of Service, and a reviewer
may remove her own review of her own accord. Yelp has “Filtered Review” mechanism
trying to showcase the most helpful and reliable reviews among the millions that are
submitted to the site. Filtered reviews don't factor into a business's overall star rating, but
users can still read them by clicking on the link at the bottom of the business's profile

page.

The most important points in the in the Yelp’s rating profile figure 34 are:

1: (Star Ratings) the rating is calculated by using Bayesian approach, we talked about it in
section 2.3.

2: (Detailed Business Information) details information about the business, e.g. address,
opening hours, price range.

3: (Review Highlights) these phrases are mentioned a lot by users. These phrases are also
the Yelp Robots have determined are unique and good, quick ways to describe this
business.

4: (Rating Details) there are two graphs. First one is the distribution of the 1, 2, 3, 4 and 5-
star ratings. The second graph is the average rating and how it has changed over time.

5: (Textual Reviews) this refers to the comments that are left from other members, and
can be sorted by different categories, e.g. date and rating. [8]
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Figure 34: Yelp rating information

Nielsen heuristics for Yelp’s Reputation Systems

There are some negative and positive points in the Yelp reputation system depending on
our Nielsen heuristics evaluation. The most important points are; the user always knows
where he is and what he is doing in terms of carrying out a procedure using a system
figure 5, Users would know if an operation was successfully completed e.g. after rating a
review the number of ratings is immediately updated, which shows the reliability of the
system, and when you leave a review, a message appears within moments “Your review
for (the business) has been posted” figure 35.

HO‘ Your review for Oz Konya Kebab has been posted.

Your review for Oz Konya Kebab

@ Linkio yourre the system informs me within  f!
moments of review submission
v 0
oz Denmark

gogQ. asieor2

| always visitthis place | like the food and | like the semnvice. it has place to
families.

Figure 35: provide the updates within moments
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Yelp reputation system uses natural words; particularly novice users can understand the
language. One of the positives in the yelp reputation system is; the system provides the
option to undo (edit or remove) the ratings and the reviews the user did before to the
business; this will allow the user to correct any mistakes have been made and will add
more trustworthiness to the ratings as shown in figure 9.

Yelp provides a graphical and clear distribution of ratings, but it doesn’t show how the
rating score is obtained. The review contains much information about the reviewers’
reputation, making the relevant information available to the user and the reputation of
the review itself can also be seen, but there is some negatives such as the rating system
does not provide clear information about the quality of the place (e.g. the user can see
many reviews of a restaurant but cannot see its quality compared with another
restaurant in the same city).

In the yelp system the users can retrieve all the history of other users’ reviews, and the
review contains much information about the reviewer reputation, so the members can
see how the review and the reputation of the reviewer are reliable.

The yelp system provides some facilities that help users to speed up their interaction with
the system such as “Compliment”, “Send Message” and “Follow This Reviewer” as shown
in figure 36.

The yelp system provides relevant information about any business, and the user can sort
other users' reviews by many categories e.g. date, rating and useful and etc., but there
are some negatives with the sort. The Yelp Sort is not clear; which doesn’t clearly show
what a sort entails. When press at “Yelp Sort” it shows a menu explains the default
sorting schema, while the user expects multiple-choice option. So a new user might see
the reviews in no particular order. Another problem with rating sort category; the arrows
beside the rating category are not clear whether they refer to negative or positive reviews
figure 36.

Review Highlights What's this?

E time for their $5.25 Lunch andtheir Buy 4 aatth Rating Distribution | Trend

| don't understand what

Yelp Sort attempts to show reviews ast | ev £
this arrow refers for!

that help consumers make informed
decisions. The order is determined by
recency, user voting, and other autiful peop!
review guality factors. This method is
applied to all businesses, sponsors or
not.

Sort by Yelp Sort | Date | Rating = | Useful | Funny | Cool | Total Votes | r | Elites

43 reviews in English

i 0 Quean H  c
35 % SanFrancisco, CA ®s
¥ Follow

| don't understand what These icons will help me to speed
Bs good as it

these icons mean!

up the interaction with the system

Figure 36: yelp provides some facilities but has some negatives

The yelp system helps users to find out what additional steps are needed in order to
complete a task successfully, and if errors do occur, the system provides a user friendly
message in plain language, e.g. if the user wants to leave a review and he forgets one of
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the fields, a user friendly message will appear; “A required field was not filled.” As shown
in figure 37.

E A required field was not filled.

Complete Your Review: \ Frederikssundsvej 14A

Oz Konya Kebab \ 2400 Kebenhavn NV

A friendly message occur s
ay! I'm a fan.
when an error do occur

Read our review guidelines Fle;
you're connecte

Rating

Your review

=

Figure 37: yelp help users to recover from errors

Yelp has a moderate help system, in some places it provides an accurate help. The user
can use self-help and figure out his own answers with the easy to find and press on the
link in many places, and sometimes the user cannot understand what an icon means
figure 36.

414 Trustpilot.com

Trustpilot is a portal gathering reviews on online shops. It is an open, review- driven
community connecting online consumers with the companies that the consumer buy
from. Customer reviews are the core of the Trustpilot concept. Every review helps
consumers make more informed and smarter decisions when shopping online. All reviews
are open to the public. The reviews can be edited if it is based exclusively on the product
features or the layout/usability of the website, or there is documentation that parts of
the review are deliberate misrepresentations of the actual course of events, or it contains
names of employees, coarse language or references to other companies (such as
competitors, etc).

The reviews can be removed if the reviewer has not ordered a product or service at the
company, or has not had a user profile at, for instance, dating sites or it has been written
by the owner or employees of the company, or the reviewer has written more than one
review about the company, or posted duplicate reviews. But the reviews cannot be
removed if the company and the reviewer disagree about the review, and where it’s
impossible to determine who is right. In the like of this case, the company must reply to
the review and state their side of the matter.

The TrustScore is an average that takes representatively and the reviews' "age" into
account. It’s not simply an average of individual user ratings. It attempts at giving a
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mathematically sound approximation of the probability of having a satisfying experience
when shopping with a given company. One thing it does to achieve this, is to never allow
a rating to deviate too far from the average, unless they have enough data to soundly
make bold claims about the customer satisfaction. If there are only few reviews, the score
will not deviate a lot from the median, 7. As more reviews are written, the formula
functions more and more like a weighted average, where new reviews count more than
old reviews.

There are many users are verified “Verified buyer”, which means that TrustPilot have
been in contact with the user who has verified his/her purchase with the shop in
question. Usually, they do this by forwarding a scanned copy of the order confirmation or
invoice, or by forwarding their email order confirmation. Furthermore, companies who
have signed up as partners have the option of sending feedback emails to their
customers. When customers write reviews by clicking the link in these emails, they will
automatically be verified buyers. [9]

The most important points in the in the Trustpilot’s reputation profile as shown in figures
38 and 39 are:

1: (Star Ratings) TrustScore is very complicated and includes several parameters. The
TrustScore is a means to sum up consumers’ shopping experiences with any given
company into a single and comparable score ranging from 0 to 10. It’s calculated as a
weighted average of all registered reviews of a company with multiple parameters taken
into account including: Number of reviews, age of the review, aggregated reviews from
other sites, trustworthiness of the user writing the review and more.

2: (Rating distribution): it shows the distribution of rating for the business from different
portal gathering reviews websites.

3: (Recent Review) the recent reviews are illustrated by date with its rating.
4: (Detailed business Information) details information about the business.

5: (Business ranking) it shows the business ranking in the world in their field depending on
the trust score from the users.
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My Profile - | For companies

¥ TRUSTPILOT (@ B  caegories

L/E Share this company

Spread the word. Tell your friends where to

/
Good 82outof 10 shop. Sharng s caiing
= W +1| wTweet| Elke | 1
= 730 customer reviews
= . Most recent review 14 hours ago
Rating distribution
Reviews (730)
é [ XA TXTA] 14 hours ago Q
Cracked ipad screen

Apple reviews

4
4 They changed my one week old ipad with a cracked screen for fiee whisig:
Faria Banawiede even without the applecare plan. Actually | had to ask at two different Erstetisesd GaoS REMS)
3 reviews apple stores, because the first one wanted me to pay 300 usd for a new P
ipad. However, the second place just asked me to get applecare plus R SR
and they would replace it for free. 99 usd and 30 minutes later | had a oo8os

i
brand new ipad| cian.co.uk (3 Reviews)

LOGOw
| am so pleased with the sales rep and manager at Apple store in Miami ciao de (6 Reviews)
beach that helped me! Many thanks! BOSOS

ciao.fr (11 Reviews)
- OG0
© Comment @ Finduseful (@ Report X
ciao se (2 Reviews)

sosos
t\p x dooyoo.it (6 Reviews)
< 9 PO b
SR WERSTE BILSER SR

Figure 38: TrustPilot Rating system (part 1)

Details

4 =——__._ About this company
—

Category

Apple is ranked 41 out of 268 in the category
Electronics

& comment @ Finduseful D Report
Apple is no. 41 in the
Gareth Phelps (XX XX [*]

category:Electronics

London, GB ?
6 reviews New mac book pro Retina Mazuma Mobile
W-O-W. Best products by far. 1. Wi
Printzone
W o T | @ 2. 50000
3 gadgetdapple
taiton o000 = 60000
;UIQGIZE_SGB Awesomeness across the board! 41 " Au",:).l:uu..,

Been an Apple customer for about 10 years now since their
clickwheeled iPod. Wow - has it been that long? -/ Edigitalstop

267 .0uuuu

Never had an issue with any product, customer senvice in store and over

Figure 39: TrustPilot Rating system (part 2)

Nielsen heuristics for Trustpilot’s Reputation Systems

There are some negative and positive points in the TrustPilot reputation system
depending on our Nielsen heuristics evaluation. The most important points are; the first
negative in trustpilot system is the user cannot know where he is, e.g. user’s name
doesn’t appear when he wants to leave a review, but the user does know what he is doing
in terms of carrying out a procedure using a system figure 40.
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¥ TRUSTPILOT

. - NERY ,
Voice your opinion! Share your review of Apple now. [ . . —

Rating Experience smarter, informed

P noy| I'm leaving review for Apple shopping today
LWL W W Wy By writing a review of your latest shopping
experience, you help others decide where to shop.
Your opinion in one sentence It's that easy. Log on now to spread the ward.

Write a catchy header to make your review stand out

What is Trustpilot?

Trustpilot is a community which connects consumers
with each other and with the companies they buy
Write as if you're speaking to a friend from. Share your opinions, be heard and shop with
knowledge. With your input, online shopping gets

pacior hythe minife

Figure 40: Trustpilot system visibility

Your full review

Users would know if an operation was successfully completed (e.g., “username”, Thanks
for your review of “Business name”) figure 41.

Maysa Turk, thanks for your review of Apple.

Your revews make this community tick™&go keep sharing your reviews and don't forget to write
more each time you shop online

| The system responses within
I] S| moments of review submission

Figure 41: Trustpilot provides updates within moments

Trustpilot reputation system uses natural words; particularly novice users can understand
the language. One of the positives in the Trustpilot reputation system is; the system
provides the option to edit or delete the reviews the user left earlier. This will allow the
user the possibility to correct any mistakes that have been made before or maybe he
changes his mind about the reviewed company, this will add more trustworthiness to the
ratings as shown in figure 42.

Reviews (2)
== Paypal
LA A Lk L

Best of the | can delete or edit my review

Pay Pal has helped me alot n many aspects of my life; t know what to do if
we dont have paypal in our life. thanks paypal for everything.

Delete | Edit

m Callme
oy = T §

o b e b 9
Det var perfect

Jeg har altid har mobile abonnement fra callme, men problemet nu , de har
ikke tilbud om hallo abonnement

Delete | Edit

Figure 42: the possibility to change reviews in Trustpilot

46



The Star rating system in Trustpilot has some negatives such as the user doesn’t know
how the rating score is calculated, but on the other hand there are some positives such as
the system provides rating distribution and business ranking about the business so the
user can know more about the business. One of the positives in Trustpilot; for negative
comment you can find the answer form the reviewed company. Another positive point
the Trustpilot system explains clearly what each star means as shown in figure 43.

1 star: Very bad — unacceptable
) ) e L. experience, unreasonable and rude

conduct

§ 2 stars- Bad — a bad experience but with
U U Vel ol Wel 1o sign of malicious intent.

3 stars: So-so — acceptable experience

ab UV Cu¥ Ul Wy Dut with some friction.
4 stars: Good — decent treatment and
Wl verylitle friction
| 5 stars: Perfect — no reservations, | would
recommend this company to anyone.

Figure 43: clear understanding to the star rating in Trustpilot

In the Trustpilot system the users can retrieve all the history of reviews, and the review
contains information about the reviewer reputation e.g. verified buyer, and also there are
a possibility to rate a review with a useful or to report it. This will add trustworthy to the
reviews figure 44.

The Trustpilot system provides some facilities that help users to speed up their
interaction with the system such as “Comment”; to leave a comment about a review as
shown in figure 44.

Reviews (1,252)

Mary ‘3““‘3“ 19 minutes ago

1 review %
Verified buyer Wonderful service

Great place to deal
With and great customer semvice

%P comment @ Find useful 4¥ Report

Figure 44: Trustpilot provides some facilities

Trustpilot provides enough information about the business, but unfortunately the users
can only sort the reviews by “date”, there is no other category.

The Trustpilot system helps users to find out what additional steps are needed in order to
complete a task successfully, and if errors do occur, the system provides a user friendly
message in plain language, e.qg. if the user wants to leave a review and he forgets to enter
a headline for the review, a user friendly message will appear; “please write a headline
with more than 3 characters.” figure 12.
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Trustpilot has a moderate help system, in some places it provides an accurate help, e.g.
by putting the cursor on the ambiguous icon and sometimes you can’t find a help so you
need to search about it.

415 Epinions.com

Epinions is one of the most famous product and shop review sites. This site has a pool of
individual reviewers who provide information for consumers for the purpose of making
better purchase decisions. The reputation system in Epinions applies to products as well
as to the reviewers themselves. Epinions is based on so-called cost-per-click and Pay-Per-
Click online marketing, which means that Epinions charges product manufacturers and
online shops by the number of clicks consumers generate as a result of reading about
their products on Epinions web site. Also Epinions pay the reviewer each time someone
clicks onto reviewer article, each visitor only registers once, so even if they read it again
on a different day, you will only be paid the first time the reader visits the article.

Epinions has a pool of members who write product and shop reviews. Anybody from the
public can become a member simply by signing up. The product and shop reviews written
by members consist of prose text and quantitative ratings from 1 to 5 stars. The review
must be a minimum of 20 words and pass Epinions' automated language check, and the
member may only write one review per product or service, but he can add to his review
on the product, however, he may update his review at any time, and the rating consists of
a set of aspects such as Ease of Use, Battery Life etc. in case of products, and Ease of
Ordering, Customer Service, On-Time Delivery and Selection in case of shops.

Other members can rate reviews as Not Helpful, Somewhat Helpful, Helpful, and Very
Helpful, and members can change their rating. The rating doesn’t count equally for all
members; it means Advisors have a greater impact on the overall ratings. A member can
obtain different status:

Advisor: they are active members of the Epinions community who help shoppers find the
best content on Epinions by rating reviews in their category. Advisors also provide
constructive feedback via comments to reviewers on how to improve content quality, and
they carefully choose whom to trust.

Top Reviewer: are active members of the Epinions community who help shoppers find
the best products on Epinions by writing high quality reviews in their category of
expertise. Top Reviewers' reviews have received the highest ratings from the Epinions
community, and they carefully choose whom to trust.

Category Lead (highest): are active members of the Epinions community who help
Epinions oversee a particular category. There are three tasks which Category Leads are
required to fulfill, they are:
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e Ensure that new reviews in their category are rated by a Category Lead or a
category Advisor.

e Work to increase high-quality review coverage of key products in their
category.

e Assist with selection of Top Reviewers and Advisors for their category.

Category Leads also perform other functions, but these are not required of them. These
include, but are not limited to:

e Adding products which are not listed on Epinions and other members wish to
review.

e Recruiting and mentoring new members.

e Acting as the point of contact for Epinions to discuss member concerns.

e Preview and offer feedback on new developments at Epinions.com.

It takes considerable reviewing effort to obtain a status above member, and most
members don't have any status.

Category Leads are selected at the discretion of Epinions staff each quarter based on
nominations from members. Top Reviewers are automatically selected every month
based on how well their reviews are rated. Advisors are selected in the same way as Top
Reviewers, but with a lower threshold for review ratings. Epinions does not publish the
exact thresholds for becoming Top Reviewer or Advisor, in order to discourage members
from trying to manipulate the selection process.

The most important points in the in the Epinions’s reputation profile figure 45 are:
1: (Star Ratings) the star rating in Epinions is calculated based on the following criteria:

e Average product rating, with extra weight given to high quality reviews.
e Number of reviews about the product.
e Recency of reviews about the product.

2: (Place and Price) details information about the shops that sell the chosen product with
comparison of its prices.

3: (Textual Reviews) this refers to the reviews that are left from other members, and can
be sorted by date or rating.

4: (Detailed Product Information) details information about the product. [1, 10]
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Figure 45: Epinions rating system

Nielsen heuristics for Epinions’s Reputation Systems

There are some negative and positive points in the Epinions reputation system depending
on our Nielsen heuristics evaluation. The most important points are; the user always
knows where he is and what he is doing in terms of carrying out a procedure using a

system, e.g. when a user writes a review on a product as shown in figure 46.

Related: kod
camera wat

Step 1: Write Your Review = Step 2: Select Your Product Ratings = Step 3: Preview and Publish Review

Step 1: Write Your Review
Thankyou for choosing to write a review on Canon EOS 70 Body Only Digital Camera. The quality of your rev|
follow the standards below for writing a good review.

Title: (15 word maximum) required v o
Review Writing Guide

Describe your experience using this product.
Why did you buy this product?

. you love about this product?
The object's name that you hate?
| want to review

Review Body: (20 word minimum) required

B I | |

he product name.

ing Standards

||||||||| Y about the given topic

State accurate facts.

Do not plagiarize any part of your review.

Do not use offensive language or content.
‘Write clearly with accurate grammar, spelling,

Cars Books  Movies Music  Computers & Software Electronics  Gifts Home & Garden  Kids & Family  Office Supply SpAls  Travel More..

Figure 46: Epinions system visibility

Users would know if an operation was successfully completed e.g. after rating a review a
message will appear that shows which rate the users choose as shown in figure 47,
another example when user writes a review, a message will appear within moments
“Thank you. Your review has been submitted and published” as shown in figure 48.




You rated this review:

Mot Helpful omewhat Helpful Helpful “wery Helpful

oris this

The system informs with
my rating within moments

Figure 47: Epinions update within moments

Epinions & =@« =
Unbiased Reviews by Real People Related: verizon cell phones, unlocked cell phone, t mobile cell phones, veriz

Cars Books Movies Music Computers & Software  Electronics  Gifts  Home & Garden  Kids & Family  Office Supply  Sports  Travel Mo

Thank you.

Your review has been submitted and published.

The system informs me of [our friends!

review submission

View your published review.

Figure 48: Epinions responds of review submission

Epinions reputation system uses natural words; particularly novice users can understand
the language. One of the positives in the Epinions reputation system is; the system
provides the option to undo (update, move or delete) the ratings and the reviews the
user did before to the product; this allow the user to modify his review if he changes his
mind and this will add more trustworthiness to the ratings as shown in figure 49.

The star rating in Epinions is not understandable, and user cannot figure out how the
score has been calculated, and for what it refers to, but on the other hand when users
read authors reviews they can see the rating of each category and what the rating refers
to such as Durability or Clarity as shown in figure 49.

Compare Prices Read Reviews (19) View Detail=
| can modify or delete my review

Thank You

Great Quality.... Love it

Your review is helping others make informed
decisions.

ritten: Sep 01°12 (Updated Sep 0112 Update | Move | Delete
User Rating: Excellent Pros: Easy to use. GreatFeatures. Highly functional. Great Nolify me when my review
Durability: —— D gets:
Cons: HDMI without adapt: d Low battery lif o
Clarity e ons: no Ml without adapter and Low battery life Flcsmimins
Portability: — E
Battery Life: S — E‘Ratings
| know what the meaning Submit
All Aj joy to use, even if they are expensive. | love it frem the firsttime |
goti of each rating
About the Author
Recommended: Yes . ; : Epinions.com |
Some facilities to speed up the interaction -

Amount Paid (US$): 1000 Trusted by: 0 members
Recommended for: World T| ~Waorks Anywhere and Everywhere!

Figure 49: Epinions system provides user control

The review contains much information about the author’s reputation, making the
relevant information available to the user and the reputation of the review itself can also
be seen e.g. A very Helpful review. The other positive point in Epinions; the system
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provides obvious information about the quality of the product and gives a comparison of
its price in different shops.

In the Epinions system the users can retrieve all the history of other users’ reviews. The
Epinions system provides many facilities that help users to speed up their interaction with
the system such as “Read all Reviews”, “write a Review” and “write comment on this
review” as shown in figure 49.

The Epinions system provides relevant information about any product and the user can
sort the reviews according to “date” or “rating”, and the review contains much
information about the reviewer reputation, so the members can see how the review and
the reputation of the author are reliable as shown in figure 50 , but there is a negative
point when a user wants to write a review, it requires from him to write many fields, title
with maximum 15 words, review body with 20 word minimum, pros with 15 word
maximum, and cons with 15 word maximum, it’s something annoying because maybe the
user doesn’t want to write any pros or cons.

Compare Prices Read Reviews (5) View Details

ws | it @ Revie About the Author

An Excellent APS-C camera - Love It! Epinions.com
G 5g o [ ADViSOR THESE)

User Rating:  Excellent Pros: Strong build guality/ Bright LCD.Simple controls/imenu.
FaseofUse: s Easyto use. Quick StartExcellentimage quality/

Durability T — Cons: Heavy and expensive

Battery Life A ——(— The Bottom Line:

Photo Quality — eeeee—

Shutter Lag s —— The EQS/7D_is_one ofthose advanced but-

Detail information about the author

The Canen EOS 7D Digital SLR Camera is an 18 0 Megapixsl APS-C size CMOS (cropped) sensor. The advanced Web of Trust

features found in this model make it an affordable choice (compared to the EOS 5D Mark IIl) for semi-professional
and serious photographers alike

= Trust reginafug

(&) Block reginafug
The EOS 70 is a heavier and more expensive camera compared to other lower Canon EOS models, including the Whom should | trust?

Figure 50: Epinions provides detail information about the author

The Epinions system helps users to find out what additional steps are needed in order to
complete a task successfully e.g. if the user writs a review with fewer than 200 words, the
system will provide a message explaining the situation as shown in figure 51, and if errors
do occur, the system will provide a user friendly message in plain language, e.g. if the user
wants to leave a review and he forgets one of the fields, a user friendly message will
appear; “The following is required.” As shown in figure 52.

Epinions has a moderate help system, in some places it provides an accurate help, and
sometimes you can’t find a help so you need to search about it.
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Step 2: Select Your Product Ratings
Thank you for choosing to write an express review on Apple iPhone 43 White (16 GB) Emariphone. Learn more about reviews and express reviews in the FAQ.

You have written fewer than 200 words, which Epinions calls an “express review.”

Express reviews are welcome, but they do nowgalify for Income Share and may not qualify for other promotional programs. Go back and add to your
review or continue below. Learn More.

e o e e [The system suggests to me to write J

(12 characters maximumj}
$ more than 200 words

Figure 51: Epinions provides suggestion to users

Step 1: Write Your Review
Thank you for choosing to write a review on Apple iPhone 45 White (16 GB) Smartphone. The g
Please follow the standards below for writing a good review.

You have one or more errors below.

Title: {15 word maximum) re
The following is required.

i Bl 0 mm'l . The system helps me to recover J

rom the error

All Apple's products are rare and going to be a joy to use, even if they are
expensive. I love it from the first time I got it.

Figure 52: Epinions provides friendly message when error occurs

416 ITunes Apps Store

The App Storeis an online Apple Store that allows users to download and/or buy
application that runs on Apple iPhone/iPad running the iOS operating system. The App
Store functions much like the iTunes Store, and is integrated with iTunes to deliver
content to devices and for purchases. The same iTunes account used for iTunes purchases
is used for the App Store.

The applications on the App Store are generally written by third-party developers (Apple
offers a few of its own apps) and submitted to Apple for approval. Apple uses an
extensive review process to check the apps for adherence to the company's guidelines
and programming/content standards. If Apple approves the program for inclusion on the
store, it is published to the site, where users can download/purchase it.

Developers rate their own applications either with 4+, 9+, 12+, or 17+ levels, which refers
to age restrictions. The ratings are as follows (from iTunes):

4+: Applications in this category contain no objectionable materials.

9+: Applications in this category may contain mild or infrequent occurrences of cartoon,
fantasy or realistic violence, and infrequent or mild mature, suggestive, or horror-themed
content which may not be suitable for children under the age of 9.
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12+: Applications in this category may also contain infrequent mild language, frequent or
intense cartoon, fantasy or realistic violence, and mild or infrequent mature or suggestive
themes, and simulated gambling which may not be suitable for children under the age of
12.

17+: You must be at least 17 years old to purchase this application. Applications in this
category may also contain frequent and intense offensive language; frequent and intense
cartoon, fantasy or realistic violence; and frequent and intense mature, horror, and
suggestive themes; plus sexual content, nudity, alcohol, tobacco, and drugs which may
not be suitable for children under the age of 17.

Customer reviews are one of the main tools in the apple applications, where people
who’ve downloaded a certain app write a little paragraph about it and give it a star rating,
1 through 5. At a glance, any user can find out whether a certain program is a good or
not, but the problem with the rating is sometimes a software company deliberately
trashes the apps of its competitors, giving them terrible reviews in hopes of damping their
sales.

The most important points in the in the iTunes apps Store’s feedback profile figure 53 are:

1: (General Application Information) details information about the app, e.g. version, size
and developer name.

2: (Specific Application Information) details information about the app, e.g. what are the
features of this app.
3: (Rated) it shows the app rated number, which refers to age restrictions.

4: (Requirements) it shows the system requirement that are compatible with the app.
5: (Developer other apps) it shows other apps by the same developer.

6: (Current Version Star Rating): the average rating for the current app version in all the
time.

7: (All Versions Star Rating): the average rating for the app all versions in all the time.

8: (Current Version Customer Reviews): this refers to the reviews that are left from the
users to the current version.

9: (All Version Customer Reviews): this refers to the reviews that are left from the users to
the all versions. [11]
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Figure 53: iTunes app Store rating system

Nielsen heuristics for iTunes App Store’ Reputation Systems

There are some negative and positive points in the iTunes App Store reputation system
depending on our Nielsen heuristics evaluation. The most important points are; the user
always knows where he is and what he is doing in terms of carrying out a procedure using
a system figure 54, Users would know if an operation was successfully completed (e.g.,
Your review has been successfully submitted.) figure 55.

Music  Fims  AppStore v Books Podcasts  ifunesU  Ping maysahaslev@yahoo.com

? Adi Shore

09:32

The object that | want

to review

Customer Ratings
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Write a Review I ]

Click to rate — l The process | want to do

You are reviewing version: 2.2.0

Rating: KR FIK Cicko rate

Figure 54: iTunes visibility
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Write a Review

Your review has been successfully submitted.

“our review has been successfully submitted. Please note that it may be reviewed and will not appear in the store immediatety.

great app %% %% by Dheodh 2-Sep-2012

its the best app in iphone | cantive

the updates appears
within moments

Figure 55: iTunes updates within moments after review submission

ITunes App Store reputation system uses natural words; particularly novice users can
understand the language. One of the positives in the iTunes App Store reputation system
is; the system provides the option to edit the review and the rating or delete the review
he left earlier this will allow the user the possibility to correct any mistakes that have
been made before or maybe the user changes his mind about the reviewed app, this will
add more trustworthiness to the ratings as shown in 56.

Write a Review

Click to rate You are reviewing version: 1.5
You reviewed version 1.5 on 10 August 2012
Rating: % % % % K Cicko rate

Review this application {optional): The date of the review
Title: when first | wrote

best game

Review 5935 characters re If you need support, please visit Temple Run Support »

its the best game ever | played in the iphone. | can'tleave it.

quick help if | want

support

here | can edit my old review

If a review is deemed inappropriate, it will not be posted to the App Store, Cancel Send

Figure 56: iTunes Control and freedom

The Star rating system in iTunes App Store has some negatives such as the user has no
information about the way the ratings are calculated, it just appears that they are based
on the reviews, but on the other hand there are some positives such as the iTunes App
Store system explains clearly what each star means before we rate the app as shown in
figure 57.
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Write a Review

Click to rate
Rating: KRR K pate it

Rating: W WK gt fke it
Rating: LB B 6 & g TP
Rating: *RHHOK s good

Rating: LB B 6 & g great

Figure 57: clear understanding to the star rating in iTunes

In the iTunes App Store system the users can retrieve all the history of reviews for the app
current version and the app all other versions, so one can compare the current version
with previous versions. There is also a possibility to rate a review with a helpful or to
report it. This will add trustworthy to the reviews figure 58. One of the negatives in the
iTunes App Store system there isn’t enough information about the reviewers, so we can’t
know if this reviewer is trustworthy or not.

Customer Ratings

Average rating for the current version: 7 % % % 3 202

| can compare old versions
with the new one

ook I 134

e Aok 35
ek 24
ok ]

* | 3

Average rating for all versions: ¥ ¥ ¥ ¥ 7= 13533 Rating

Customer Reviews Current Version (21) | ANl Versions (2628) Sort By: | Mast Helpful

& (2] 2] [4
VWrite a Review »

Grafik 0g lyd i top e e v e
by Dorian Decay - Version 1.4 1- 04-Dec-2011

Report a Concern »

MNoget neer det bedste tidsfordriv, fordi banerne altid er nye, og fordi man altid optjener coins og d ikke spilder tiden. Styringen er

fin, selvom et swipe altid vil tage lzengere tid end et tryk.

| can sort the reviews with [nis review helpful? Yes | to
different criterias

1 out of 1 customers found this review helpful

AV Kok
by Zeth York - Version 1.4.1 - 04-Dec-2011 Report a Concern »

Fedt spil, men irriterende at den ikke reagerer pa kommandoer, fra tid til anden.

1 out of 1 customers found this review helpful Was this review helpful? Yes | No

Figure 58: iTunes provides sorting reviews by different criteria with comparison

The iTunes App Store system provides some facilities that help users to speed up their
interaction with the system such as “View More By This Developer”; to visit other apps by
the same developer as shown in figure 59.
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By Apple

Open iTunes to buy and download apps.

Description
|72 2 { | can see other apps by
ouch | the same developer

Apple Web Site? iPhoto Support? Application License Agreement b

What's New in Version 1.0.1

iphoto View More By This Developer

Figure 59: iTunes provides some facilities

[Tunes store system provides a detailed overview about each app, so the user can know
everything about this app before he installs it. When a user clicks on an app, all
information will be provided in two sections — 1) a description with snapshots, and 2)
ratings and reviews by users. It provides the possibility to sort the review depending on
different criteria: most helpful, most favorable, most critical and most recent as shown in

figure 58.

The iTunes App Store system helps users to find out what additional steps are needed in
order to complete a task successfully, and if errors do occur, the system provides a red
message that helps the user to recover from the error, e.g. if the user wants to leave a
review and he forgets to rate the app, a message in red will appear; “Click to rate” as

shown in figure 60.

Write a Review

Click to rate
Rating: W W W W X Ciickto rate

=@ Click to rate

Review this im:

Title: the system helps me to
great app recover from an error
Review

Figure 60: iTunes helps users to recover from errors

[Tunes App Store doesn’t provide a good help system, if you have a question or don’t
understand something you must search about it without any help from the system, but

sometimes it offers you some support as shown in figure 56.
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417 Youtube.com

You tube is a video sharing website, where users can upload, view and share videos.
Unregistered users can watch videos, while registered users can upload an unlimited
number of videos. Videos considered to contain potentially offensive content are
available only to registered users at least 18 years old. All YouTube users can upload
videos up to 15 minutes each in duration. Users who have a good track record of
complying with the site's Community Guidelines may be offered the ability to upload
videos up to 12 hours in length, which requires verifying the account, normally through a
mobile phone. YouTube has changed its Reputation System from a 5 star to Thumbs-
up/Thumbs-down ratings. In the most recent design, the video being played shows the
number of likes and dislikes. Most videos enable users to leave comments and enable
other users to rate the comments by voting up or down. Only the registered users can
rate a video and write comments. [12]

The most important points in the in the YouTube’s reputation profile figure 61 are:

1: (Like Ratings) the number of likes and dislikes depending on the viewer action.

2: (Statistical Information) details statistical information about the video, e.g. number of
comments, top locations the video watched from and top demographics that watched the
video

3: (Video Uploader Information) one can see the uploader name and the date he
uploaded the video.

4: (Video General Information) details information about the video e.g. information about
the uploader and information about the event of the video.

5: (Top Comments) the comments that has high numbers of thumbs-up.
6: (All Comments) all the comments which is sorted by date.
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Uploaded by jajabinx35 on 14 Jan 2012

Arsenal FC IV: The wincibles Movie 330 ikes, 4 dslkes 2 ‘—]
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The last of the Arsenj\ 3 J(I hope you have enjoyed them).

Show more

Top Comments
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Skt
4
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All Comments (83)
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ideo Respon| 6
This video is a Tg«ponse 10 Arsenal FC: The Movie

come back! do something else, you're amazing. you could make herpes

see all

Figure 61: YouTube Rating Profile

Nielsen heuristics for YouTube’s Reputation Systems

There are some negative and positive points in the YouTube reputation system depending
on our Nielsen heuristics evaluation. The most important points are; the user always
knows where he is and what he is doing in terms of carrying out a procedure using a
system figure 62, users would know if an operation was successfully completed e.g. when
a user clicks on like icon under the video; a message will appear “Thanks! Share it with

your friends” figure 63.

Y(]u Tuhe arsenal invincibles

Arsenal FC IV: The Invincibles Movie

jajabinx3s | @) bscribe 24 videos ¥

the object that | want to write
a comment about

Video Responzes

This video is a response to Arsenal FC: The Movie

All Comments (83)

E Respond to this video...

Q Browse

see all

4

Upload E ShathawilylLove

Figure 62: YouTube showing account name and the reviewed video
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the system responce
within moments

ke ® Sddto | Share | P 30,623

Thanks! Share it with your friends!

n hitp://www.youtube.com/watch?v=ZRUTLt

Published on 2 Sep 2012 by WorldC fFootbaliHDTV

192 likes 2 diglites

Figure 63: YouTube provides the updates within moments

YouTube reputation system uses natural words; particularly novice users can understand
the language and the system categories are well grouped. One of the negatives in the
YouTube reputation system is; there is no redo/undo mechanism in some fields. The user
can undo the action of the rating a video, but cannot undo the action of reporting
another user. This will add unreliability in the reputation information, because users can

report and be reported mistakenly. The user has the possibility to remove his comments
on a video as shown in figure 64.

All Comments (83)

- Z
& L8 | Respondto thisvideo..

great video

see all

| can remove my

comment 4

b ¥ Reply|™
ShathawiMyLove 1 second ago
Share

Flag for spam

Arsenal with Godspeed Arsenal.
lzaac Kayanja 2 hours ago

Figure 64: YouTube provides only remove choice to my comments

There is no absolute rating for the video; the rating is Thumbs-up/Thumbs-down ratings,
but the showing the number of likes and dislikes for each video would improve the quality
of videos on YouTube by discouraging people from posting bogus or hoax videos, and also
by promoting good videos and allowing more viewers to find quality content on YouTube.
The recommended Videos column on the right displays only thumbnails and the number

of views. So a user has no way to know the authenticity of the video without actually
clicking on it, figure 65.
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Figure 65: YouTube like/dislike system

In the YouTube system the users can retrieve all the comments of other users and the top
comments that have been rated highest, but the replies to the video comments are not
displayed close to the message that the reply was connected to; just the reply appears at
the top, and if you want to see the original comment you must press on the “show the
comment”.

The YouTube system provides some facilities that help users to speed up their interaction
with the system such as “Show the comment” as shown in figure 66, and It’s easy to rate
a video while you are watching it.

Podolski=Cazorla

FifagamingHD100  in reply to porculizader (Show the comment) 31 minutes ago

Podolski & Cazorla the start of something new

ogunyemid 32 minutes ago

KSI ARMY

abcdefgh8619 32 minutes ago

| can read the original
comment quickly

1 goal + 1 assist = Great Cazorla |

porculizador in reply to King7anis {Show the comment) 43 minutes ago

Diaby is arsenal best man

daredevil3538 1 hour ago

1s giroud.not gouird!

RizkyFadii in reply to gummy bear (Show the comment) 1 hour ago

1 2 3 4 5 & 7 Hext »

Figure 66: YouTube provides some facilities that speed up the interaction with the system

There are other features that add some efficiency in the YouTube, for example the user
can hover his mouse over the seek bar and a thumbnail of that moment will appear, and
he can click to start watching from that moment figure 67.
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Figure 67: YouTube taking a sneak peek

Another feature in the YouTube is, when for example you left a video in the middle and
you want to continue from that point, you can drag the handle along the seek bar to show
a filmstrip of thumbnails of pervious and upcoming scenes figure 68.

Figure 68: YouTube scanning through thumbnails

Another nice feature in YouTube if a user watch a video that is longer than 90 minutes, he
can see an added feature that lets him zoom in on the seek bar, one and a half minutes at
a time. The second bar that appears gives the user the aid for finding that exact moment

he wants on a long video figure 69. The user can also choose the quality of the video as
shown in figure 69.
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| can change the quality
of the video as desired

Figure 69: YouTube zooming in one long video

There is a plenty of information about the video under the video and about the user who
uploaded the video. There is a very good specific statistical information about each video,
which shows the history, popularity and the number of viewers of the videos figure 70,
but the comments are sorted only by date in spite of they choose some top comments,
which they are published in front of the other comments.

& Like ®  share P

Video statistics
Views and discovery
@E
woee T T

106,057

50,000 [
Views s

ol
02103112

Key discovery events

(8] Firstview from a mobile device

Show more events v

Engagement

Comments

62

Likes

315 14

Favourites

Dislikes

Statistical information about
the video

~

(&) Firstembedded on: facebook.com

Audience

Top locations

Poland
Spain
Lebanon

Top demegraphics

06,057  w

Figure 70: YouTube provides statistical information about any video

The YouTube system will show a message when something wrong happens as shown in
figure 71, but this sometimes will lead to confuse the users, because the message is not
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friendly; there is no explanation what is the cause of the error. YouTube provides help to
user when they need by pressing on help at the end of the page.

All Comments (88) see all

Error. Try again

¥

Create avideo response or Post

A not friendly message appears
500 characters
when an error do occur

Figure 71: YouTube provides help to recover from errors
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4.2 Applications of Think aloud and Remote Testing

In this section we will present the results of the think aloud and remote testing that is
conducted by asking six people to test the chosen sites.

421 eBay.com

All the test participants said that they understand clearly how the reputation
system of the eBay works, and how the seller percentage is calculated.

All the test participants said that they would contact the seller before leaving
a natural or bad review. But if the review was good they will leave a feedback directly.

All the test participants commented favorably on the website graph. They
thought that the graph was suitable and didn’t disturb them and gave them a good idea
of what are the important areas in the website.

All the participants said that the navigation was clear and it was very easy to
navigate the website.
All the participants appreciated that they can find all the relevant

information about the seller and the items, and they can find the information they
needed easily.

422 Amazon.com
r -‘ - - - -
[ Two of the six test participants said that they understand how the

reputation system of Amazon works, and how the seller percentage is calculated, but it
would be a good idea if there is more explanation about the seller reputation.

Four of participants annoyed that they could not understand how the
reputation system works, and how the seller percentage is calculated, they couldn’t
differentiate the stars what refer to, whether to the quality of the items or shipping
service or low price.
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All the test participants said that they would contact the seller before leaving
a natural or bad review. But if the review was good they will leave a feedback directly.

Three of the test participants commented on the website graph by saying it’s
ok. They thought that the graph was suitable.

| oo, |
(S Three of the six test participants suggested redesigning the website because

they thought that the design and graph of the website didn’t suit a big and famous e-
commerce, so the site needs a new design.

E Five of the test participants found the navigation of the Amazon not easy
and there are so many choices, which get them dizzy. It was difficult to them to find what
they search for.

E Two of the test participants said they could find information about the seller
and the items, but it was difficult to them to find the negative reviews about the seller.

Three of participants were confused and find it difficult to find the negative
and natural reviews about a seller. They said:

“Oh I’'m very confused, | don’t know where to go, | just give up”.

Four of the test participants thought the retrieving of the seller information
is difficult, and couldn’t find the information about the seller easily.

423 Yelp.com

Five of participants find it easy to understand clearly how the reputation
system of the Yelp works.

None of the participants could understand how the rating score is
calculated.
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Four of test participants said they would leave review whether good or
negative review and it’s easy to leave a review.

Two of participants found it difficult to leave a review

All the test participants commented favorably on the website graph. They
thought that the graph was suitable and didn’t disturb them and gave them a good idea
of what are the important areas in the website.

All the participants said that the navigation was clear and it was easy to
navigate the website.
Five of the participants appreciated that they can find all the relevant

information about the restaurant, and they can find the information they needed easily.

One of participants found it difficult to find the negative reviews about a
restaurant.

4.2.4 TrustPilot.com

Five of the test participants said that they understand clearly how the

reputation system of the trustpilot works.

None of the participants could understand how the rating score is

calculated.
All the test participants said that they can easily write a review about a
company.
All the test participants commented favorably on the website graph. They

thought that the graph was suitable and didn’t disturb them and gave them a good idea
of what are the important areas in the website.
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All the participants said that the navigation was clear and it was ok to
navigate the website.

None of the participants could categorize the negative reviews about a
company.

425 Epinions.com

Three of participants find it easy to understand clearly how the reputation

system of the Epinions works.

Three of the test participants couldn’t understand clearly the reputation
system and was not sure what the rating means.

None of the participants could understand how the rating score is

calculated.

Two of participants find the review system is ok and helpful to the
customers.

e

bl Four of the six test participants didn’t like the review system and suggested

to redesign the review system because they thought that the review system requires too
many fields and that is boring.

Five of participants liked the website graph. They thought that the graph
was suitable and didn’t disturb them and gave them a good idea of what are the
important areas in the website.

One of the participants didn’t like the graph of the website and found it
hurtful to eyes.

All the test participants found the navigation of the Epinions difficult to
navigate and they get dizzy. It was difficult to them to find what they search for.
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Four of the test participants found it difficult to retrieve information about a
product.

Two of the participants appreciated that they can find all the relevant
information about the product, and they can find the information they needed easily.

42.6 ITunes Apps Store

Two of the test participants said that they understand clearly how the
reputation system of the ITunes app store works.

Four of participants annoyed that they could not understand how the
reputation system works.

None of the participants could understand how the rating score is
calculated.

Two of participants they didn’t understand the rated criteria; they search for
help to understand it.

All the test participants said that they can easily write a review to any
application.
All the test participants commented favorably on the website graph. They

thought that the graph was suitable and didn’t disturb them and gave them a good idea
of what are the important areas in the website.

All the test participants said that the navigation was clear and it was ok to
navigate the website.
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Two of the participants appreciated that they can find all the relevant
information about the developer and the applications, and they can find the information
they needed easily.

All the participants found it easy to find the critical reviews about an
application.

4.2.7 YouTube.com

All the test participants said that they understand clearly how the reputation

system of the YouTube works, and how the seller percentage is calculated.

All the test participants said that they can easily write a review to any video.
Three of the participants annoyed that they couldn’t remove their previous
like to a video.

Four of the test participants commented favorably on the website graph.

They thought that the graph was suitable and didn’t disturb them and gave them a good
idea of what are the important areas in the website.

| o,
o Two of the six test participants didn’t like the graph and suggested to

redesign the graph of the website, they thought that it’s too mess and that is confusing.

All the participants said that the navigation was clear and it was very easy to
navigate the website.
All the participants appreciated that they can find all the relevant

information about the video and the video’s uploader, and they can find the information
they needed easily.
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4.3 Usability of the reputation system of the chosen
Websites

It has been referred in section 2.4 that the usability is associated with five usability
attributes: learnability, efficiency, memorability, error handling and satisfaction. So
according to our evaluation using the Nielsen ten heuristics and the think aloud testing
findings, the five usability attributes for the seven reputation systems will be discussed in
the following sections.

431 eBay

Learnability: the novice users of the eBay don’t need time and training before they
become capable of understanding and using the eBay’s reputation system. The system
offers help and many facilities which guide the users to do the required process. And
when a user needs a help he can use the help which is available in the same place. The
help document contains detailed information about the ambiguous icon or link. All the
categories and menus in eBay are well grouped. So we can consider eBay doesn’t have a
problem with learnability.

Efficiency: all the experienced users were able to complete the given tasks quickly
without any problem. So the eBay has an efficient working process.

Memorability: the users who use the eBay infrequently, they can remember the use of
the system easily. The help offered with each step and details information about each
icon and link in the eBay has make it easy to recall for an infrequent user. So the system
manages quite well when it comes to helping the user in recollection of its use, mainly
due to a clear working process and the detailed help document.

Error: One of the negatives in the eBay reputation system is; the system does not contain
the undo functions, so if the user leaves a feedback and he regrets it, he cannot edit it or
remove it, so this will make the system difficult to recover from previous rating and
feedback. But the eBay system provides a good feedback to users to find out what
additional steps are needed in order to complete a task successfully, or what they are did
wrongly to resolve the errors on their own. So based upon the previous evaluation on
eBay, we think the eBay system’s error handling should be better.

Satisfaction: all the test participants were very pleasant and satisfied with the eBay in
spite of the lack of the undo function in the leaving feedback process. They all expressed
their desire to use eBay again. So we think that the user satisfaction in eBay is high.
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432 Amazon

Learnability: the novice users of the Amazon will need time and training before they
become capable of understanding and using the Amazon’s reputation system; this is
because of the similarity in representation of the reputation information. The novice
users get confused with the product description and other information. They don’t know
where to find the information they search about it e.g. about dispatch countries, but on
the other hand there are some facilities and helps the Amazon offers; the help document
contains detailed information about different subjects, the users can press on these links
to find a quick help about them. All the categories and menus in Amazon are well
grouped. So it is expected that the novice user should be given some training before they
can do a given task, but it has many good features that help the novice users to quickly
learn to use and understand the system. So Amazon has some problems that need to be
fixed.

Efficiency: some of the experienced users have encountered some problems in a given
task, for example they take a time to figure out that the item they want to buy can’t be
shipped to the selected destination. So the system needs to be improved by informing the
buyers the countries that the seller will ship to. Another problem in Amazon most of the
users need to read the negative reviews about a seller, before they want to purchase
from him, but this feature is not available in Amazon. The user needs to navigate many
pages until he may reach to a negative review. So based on the above problems, it can be
stated that some of Amazon’s problems needs to be fixed to be more efficient.

Memorability: the infrequent users can recall the Amazon easily. The help in Amazon are
offered in many places with details information about each icon and link. The detailed
help document has helped the infrequent users to remember how to use the system
easily. So we can consider Amazon has no problem with memorability.

Errors: One of the negatives in the Amazon reputation system is; the system does not
contain the undo mechanism, so the user cannot change or comment his earlier
feedback, although he can remove the negative ones but once he removes it he can’t post
a new feedback instead of the removed one, so this will make the system difficult to
recover from previous rating and feedback. But the Amazon system provides a user
friendly feedback to users to find out what additional steps are needed in order to
complete a task successfully, or what they are did wrongly to resolve the errors on their
own. So based upon the previous evaluation on Amazon, we think the Amazon system’s
error handling should be better.

Satisfaction: half of the test participants were pleasant and satisfied with the Amazon
reputation system, but the other half were irritating and unsatisfied with it. They found it
confusing to take a decision or navigate about the user’s profile. The lack of the possibility
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to filter the negative reviews makes it inconvenient to use. So half of the participants
expressed their desire to use it again, and the other half ruled out to use it again. So we
think that the user satisfaction in Amazon is middle.

4.3.3 Yelp

Learnability: the novice users of the Yelp don’t need time and training before they
become capable of understanding and using the Yelp’s reputation system. The yelp
system provides help and facilities which guide the users to do the required process. The
help document in yelp is ok, when a user needs a help he can use the help that is
available in the same place, but sometimes the user cannot find a quick help so he needs
to search about it. We can consider Yelp doesn’t have problem with learnability.

Efficiency: all the experienced users were able to complete the given tasks quickly
without any problem. So the Yelp has an efficient working process.

Memorability: the nice overview of yelp makes it easy for infrequent user to remember
the process that they want to use. The Yelp’s interface is built on the principle of making
as much as possible visible to users. The system has no problem with memorability.

Errors: One of the positives in the yelp reputation system is; the system provides the
“undo” functions. The users can edit or remove the ratings and the reviews they did
before to the business; this will allow the user to recover from any action he did earlier.
The yelp system helps users to find out what additional steps are needed in order to
complete a task successfully, and if an error does occur, the system provides a feedback
to help the users to resolve the error on their own. So based on these facts, we can find
that the Yelp system has a good error handling.

Satisfaction: most of the test participants were pleasant and satisfied with the Yelp
reputation system, but just one of the participants was irritating and unsatisfied with it.
He found it difficult to filter the negative reviews and difficult to leave a review. He found
it complicated to use. So most of the participants expressed their desire to use it again,
and two of them ruled out to use it again. So we think that the user satisfaction in Yelp is
ok.

434 Trustpilot

Learnability: the novice users of the Trustpilot don’t need time and training before they
become capable of understanding and using the trustpilot’s reputation system. The
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system is very easy and the new user can use the system without any difficulties. The help
document in trust pilot is moderate; in some places the user can find an accurate help for
example by pressing on an icon, and sometimes the user can’t find help so he needs to
search about it. So we can consider Trustpilot does not have a problem in learnability.

Efficiency: all the experienced users were able to complete the given tasks quickly
without any problem. So the Trustpilot has an efficient working process.

Memorability: the simple overview of Trustpilot makes it easy for infrequent user to
remember the process that he wants to use. The system interface is very simple and the
process of using Trustpilot is very clear, so the infrequent user can recollect the use of
the system when he wants to use it again. The system fares quite well when it comes to
helping the user in remembrance of its use, mainly due to the clear working process.

Errors: One of the positives in the Trustpilot reputation system is; the system provides the
option to edit or delete the reviews he left earlier, this will allow the users to correct any
mistakes have been made before or maybe they change their mind about the reviewed
company. The Trustpilot system helps users to find out what additional steps are needed
in order to complete a task successfully, and if an error does occur, the system provides a
user friendly message in plain language to help the user to resolve the error on his own.
So based on these facts, we can find that the Trustpilot system has a good error handling.

Satisfaction: four of the test participants were pleasant and satisfied with the Trustpilot
reputation system, but the other participants were irritating and unsatisfied with it. The
lack of the possibility to sort the reviews by “rating” makes it inconvenient to use. So half
of the participants expressed their desire to use it again, and the other half ruled out to
use it again. So we think that the user satisfaction in Trustpilot is middle.

4.3.5 Epinions

Learnability: the novice users of the Epinions will need time and training before they
become capable of understanding and using the Epinions’s reputation system; this is
because the navigation is not easy; furthermore when they want to leave a review, they
think it is boring and it requires so many fields. Another difficulty is, they don’t
understand the difference between the author’s status, e.g. advisor and top reviewer,
they cannot find a quick help, so they need to search about what the difference is
between the author’s statuses. So the help system is moderate. In some places it provides
accurate help and in others can’t provide it. We can consider Epinions has some
weaknesses and needs to be fixed.
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Efficiency: some of the experienced users have encountered some problems in a given
task, for example when they want to write a review they take time to read the instruction
on the write of the page to figure out what they should avoid in writing a review. Another
problem in Epinions that faces some experienced users when they sort the product by
rating, it appears that the item has 1 review and when the expert want to read this review
he cannot find it, that’s may be due to the delay of the updating of the system. So based
on the above problems, it can be stated that Epinions needs some fixing to its problem to
be more efficient.

Memorability: the infrequent users who are using the Epinions intermittently, they have
not a problem to recollect the use of the system. In spite of the overview of the system is
not simple, the users who have used it before they can remember the use of this system.
There is no problem in the system in regarding the memorability.

Errors: One of the positives in the Epinions reputation system is; the system provides the
option to undo (update, move or delete) the ratings and the reviews the user did before
to the product; this allow the user to modify his review if he has changed his mind or
correct any mistakes that have been made. The Epinions system helps users to find out
what additional steps are needed in order to complete a task successfully and if an error
does occur, the system provides a user friendly message in plain language to help the
users to resolve the error on their own. So based on these facts, we can find that the
Epinions system has a good error handling.

Satisfaction: most of the test participants were irritating and unsatisfied with the
Epinions reputation system. They describe the process of leaving a review is a boring task
and a repetitive task of inputting so many words in just one review. The difficult
navigation and the confusing about the products make the system inconvenient to use.
Most of the participants rule out to use the system again. So we think that the user
satisfaction in Epinions is low.

4.3.6 ITunes Apps Store

Learnability: the iTunes system is not easy and the novice users will need time and
training before they become capable of understanding and using it; this is because they
need to know the iTunes application, which is not an easy application. So considering
carrying out a given task to a new user, it is expected he needs some training. The help
system is not good in iTunes system; you should search about any problem you
encounter. There is no quick help in the system. So we can consider iTunes has some
issues in learnability that need to be considered.
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Efficiency: all the experienced users were able to complete the given tasks quickly
without any problem. So the iTunes apps store has an efficient working process.

Memorability: the nice overview of the iTunes has made it easy for an infrequent user to
recognize and use the system easily. The system doesn’'t have a problem with its
memorability.

Error handling: the iTunes system provides the option to edit and delete the review,
while the rating can only be changed but not removed. The iTunes App Store system
helps users to find out what additional steps are needed in order to complete a task
successfully, and if an error does occur, the system provides a red message (not user
friendly) that helps the user to recover from the error. So based on these facts we think
that the iTunes error handling could have been better.

Satisfaction: all the test participants were very pleasant and satisfied with the iTunes app
store. They all expressed their desire to use it again. So we think that the user satisfaction
in iTunes app store is high.

437 YouTube

Learnability: the novice users of the YouTube don’t need time and training before they
become capable of understanding and using the YouTube reputation system. YouTube is
very easy and offers help and facilities which guide the users to do the required process.
And when a user needs a help he can use the help that is available in the same page.
There is no problem with learnability in YouTube.

Efficiency: one of the experienced users had a problem when he wanted to unlike an old
liked video; he spent a good time until he could figure out how to do this action. So we
can consider the YouTube needs some improvement to be more efficient.

Memorability: the simple and clear overview of the YouTube has made it very easy to
remember for the infrequent users. So the system doesn’t have problem with
memorability.

Error handling: One of the negatives in the YouTube reputation system is; the user cannot
undo the action of reporting another user, and it’s very difficult to remove a video that
previously rated as "Liked" from the "liked videos", but the user has the possibility to
remove his comments on a video. The YouTube system shows a message when an error
does occur e.g. “Error. Try again” and this sometimes will lead to confuse the users,
because the message is not friendly; there is no clear message what the cause of the error
is. So based on these facts we think that the YouTube error handling could have been
better.
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Satisfaction: all the test participants are very pleasant and satisfied with the YouTube in
spite of some of them don’t like the new overview of the YouTube. They all expressed
their desire to use it again. So we think that the user satisfaction in YouTube is high.
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4.4 Applications of Survey and Interviews

After we finished the previous usability inspection (Heuristic evaluation) and usability
testing (think aloud testing) and based upon the usability summary in the previous
section, where each of the five usability attribute measures has been discussed, the
conclusion was to choose the best, natural and worst usability among the seven websites.

These sites are:

e eBay (the best usability)
e Amazon (natural usability)
e Epinions (the worst usability)

After the previous work, we began another usability study (usability inquiry) by
interviewing website based-reputation systems’ users to gain an initial understanding on
how reputation systems are currently perceived and used. The interviews and the survey
are based on the three filtered website that are chosen from the previous evaluation.

A web-based survey* was built on basis of the interview outcomes to gather feedback
from more users. The questions in the survey consisted of a modified version of the
interview questions. We had in all more than 100 users but we filtered and took the result
of only 56 users who have used the three sites at least one time.

78 % had at least a bachelor’s degree. All interviewees (n=8) were different nationalities
located in Denmark, whereas the survey respondents represented various other
nationalities.

The results of the interviews and the survey confirmed the following:
1. Over 90% of the users understand clearly the rating systems for the three sites
and 40% of them think that eBay and Amazon have an over average
understandable rating system, while just 25% of the users think the Epinions has

an over average rating system.

2. 90% of the users think that eBay provides enough information about the seller,
while 70% for Amazon and Epinions.

3. 80% of the users think the three sites provide all the needed information at one
glance.

http://obsurvey.com/S2.aspx?id=E624A728-FF9B-4C11-ABEC-4236E4A322E8
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90% of the users think that eBay provides all the information they need to decide,
while 70% for Amazon and Epinions.

60% of the users find eBay easy when they use it and just 1% of the users find it
difficult to use, while 50% find Amazon easy to use and 10% find it difficult to use.
For Epinions there are 30% of the users who find it easy and almost half of the
users find it difficult, these were the answers of the users when they were asked
about how easy the three sites to use.

. When the users asked whether they are satisfied with the three sites services the
answers were: 80% of users express their satisfaction with eBay services with very
satisfied and satisfied and no answer with unsatisfied. While for Amazon there
were 60% of users express their satisfaction with the site services and 25% express
their unsatisfaction. For Epinions there were 27% of users are satisfied with
Epinions services and almost half of the users are unsatisfied.

. When the users asked what do you like and don’t like about eBay: According to
the results from this set of participants, the three entities that they rate the most
are: 50% of them think the site is very easy to use, 40% think there are detailed
information about the item, and 35% of them think the language of the site is
understandable. While the three entities that they don’t like about eBay even if
50% they said there is nothing in eBay they don’t like are: 15% of users think there
is so many information and features that may confuse them, 12% for the both
there is no undo in the feedback system and the user can only sort reviews by
date.

. When the users asked what do you like and don’t like about Amazon: According to
the results from this set of participants, the three entities that they rate the most
are: 45% of them think that there is detailed information about the items, 33% for
both the language of the site is understandable and the site is easy to use. While
the three entities that they don’t like about Amazon even if 45% they said there is
nothing in Amazon they don’t like are: 20% of users think there is so many
information and features that may confuse them, 13% of users think there is no
enough information about the seller, and 11% of users think there is no more
information about the items; e.g. the users would like to see the inside of a book
before they purchase it.

. When the users asked what do you like and don’t like about Epinions. According to
the results from this set of participants, the three entities that they rate the most
are: 22% think the site is easy to use, and 20% for both the site provide detailed
information about the items and detailed information about the compared prices.
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11.

12.

13.

14.

15.

16.

While the three entities that they don’t like about Epinions are: 22% of users think
it’s difficult to navigate the site, 18% of users think the site is hard to use, and 14%
of users think there is no more information about the items.

When the users asked whether they have suggested the sites to others, 70% of
users have suggested eBay and Amazon to others, while only 17% have suggested
Epinions to others.

85% of the users read the reviews before they buy a product and 50% of users
contact neither the seller nor other buyers from the seller before they buy a
product.

When the users were asked about how often they write a feedback 40% of users
said that they would never leave negative or natural feedback, while 40% will
leave feedback if it was positive.

To find out what factors (reputation elements) were took in account when they
want to buy a product, we presents to the users screenshots of the different
reputation elements; the answers are: 72% of users think the product picture and
description is the most important factor, the second factor was the percentage of
the number of positive feedback with 65% and 58% think the seller star rating is
the third important factor. The latest feedback review is the fourth factor with
42% when they want to buy a product.

To find out what factors (reputation elements) were most of the users don’t take
in account when they want to buy a product, we presents to the users screenshots
of the different reputation elements; the answers are: 40% of users think the
communication rating is not important, 37% of users think postage and packaging
charges rating is the second not important factor, while 28% of users think the
dispatch time rating is the third not important factor.

To find out what factors (reputation elements) were the users don’t understand
them, we presents to the users screenshots of the different reputation elements;
the answers are: 35% of users don’t understand what the communication rating
means, 20% of users they don’t understand the top-rated seller icon and dispatch
time rating.

When presented snapshot with examples of same product from eBay, Amazon
and Epinions to choose a site to buy the product if the reputation of the seller is
the most important factor to you, 70% of the participants consider eBay, 24% will
choose Amazon and 6% consider Epinions.
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17. When presented with examples of eBay, Amazon and Epinions feedback
mechanism to write a review, 95% of the participants consider writing a review in

eBay and Amazon, while only 5% consider Epinions is very boring and difficult to
write a feedback.
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Chapter 5

5. Discussion and Recommendations

In this chapter the data will be discussed with the research questions. There are some
recommendations that will be proposed to help improving the usability of the reputation-
based websites.

51 RQ1. Does the most common websites that use
some kind of reputation system have a high level of
usability?

511 Within heuristic evaluation

The websites that has been evaluated are among the most common websites in the world
and they need to have a high level of usability, but unfortunately there are some
problems found in most of the assessed websites. The main problem was the confusion of
the presented information, because they are presented in a similar way, so the user
sometimes gets confused where the item details are and where the users review and
other information are. This will make the user lose his focus on the needed information,
so the process of the decision-making will be a very difficult task to the user.

There is another main problem is the quality of the reviews, most of the systems don’t
allow their users to vote on other review’s usefulness even if these reviews were seen as
questionable. The quality of the reviews should be managed in a better way as we know
that many users depend on the reviews or comments to make decisions online.

We all know the relation between icons or links, and the functions they carry out are very
important for the usability of the reputation system. We found from our evaluating for
the chosen websites that number of reputation systems lack the consistency and
standards and this will have impact on users’ satisfaction with the system. So our
recommendation is; the choice of icons or links should therefore be based upon similar
use in other relevant systems which the user is likely to have used it before.
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One of the recommendations to the reputation system is; it should be placed an
incentives for a quick assessments, because the faster the user hands in his assessment,
the faster a seller’s misconduct can be discovered. Moreover, there should be no time
restrictions for leaving an assessment, because many sellers use some tactics to prevent
the buyers from writing negative assessment until the time restriction is over.

Most of the assessed websites lack a good help system, so to improve it; the websites
reputation system should provide a clear and sufficient help and guidance to the users.
There should be quick help and user friendly and sufficient information to support users
when sometimes users end up in the wrong place or can’t find what they’re looking for,
e.g. dispatch rate or payment method. The system should provide them with other
useful options, like other help topics, a forum and so on via relevant hyperlinks. The help
system should at least be:

e Easy to search for solutions to specific problems.

e Help content must be clear and illustrative, and can be read quickly.

e Each help section is as self-contained as possible; to prevent confusion, help
systems with a lot of content should be carefully structured by topic.

512 Within think aloud testing

Depending on the test participant point of view most of the participants were agreed that
most of the evaluated websites lacks high level of usability. Most of them faced many
problems when they used the websites. The main problem was that most of the
participants were annoyed that they didn’t understand exactly how the star rating is
calculated and what it refers to. They thought that the star rating in most of the evaluated
reputation system is too general and they can’t figure out what are the attributes or the
parameters that have been taken into account to build this rating. During the study
periods we tried to search and contact many these websites to know how they generate
their reputation score, but unfortunately they were unwilling to discuss with us how their
reputation system is working, to ensure their generated reputation score is a true score,
and could not been manipulated. So our recommendation is; these websites should be
more open about the way their reputation system works. This would help the users to
understand and trust the reputation scores and then they will use it.

Another recommendation it should be added a detailed feedback about the seller or the
business. A differentiation in behavior of the seller e.g. product quality, postage and

packaging and communications, and a differentiation in behavior of the business e.g.
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product quality, price and service allows a better evaluation of a seller and business
respectively. This would also bring clearness to the users, and will allow them to take a
fair decision (separate assessment for each reputation attributes) instead of place an
entirely negative assessment, which most users want to avoid. Hence, this feature might
lead to a more honest rating behavior and richer information on the one hand and on the
other hand will help the seller/business to discover what they’re good at and what they
can do better to score higher rating.

Another main problem that faced the participants was the difficulty to categorize the
reviews, especially to display the negative reviews. So our recommendation it should be a
possibility to quickly and easily filter the negative reviews, because this feature will help
the users to get a complete picture of the seller and his activities. So the sites should add
the “rating” criteria to their reviews sort, and there should be possibility to display the
reviews in different period of time e.g. last 3 months.

There are other problems that faced the test participants like navigation and find enough
information about the provider or the product. There should be enough information
about the seller and products e.g. comparison the reviews about a product with other
similar products, so the consumers can decide which product will choose according to his
needs.

52 RQ2. Does the reputation information
representation have an impact on users?

521 Within survey and interviews

We found from our study that most of the users consider the most important reputation
element affecting making decision are the product picture and description, number of
positive feedback percentage and the seller rating stars. So we can find that the visual
rating is very important to the users in their decision making due to its highly visible
appearance.

So the importance of visual appearance recommends that the important reputation
elements should be presented in a visually eye-catching way. So it should be an additional
visualization of detailed profile, for example a bar chart visualization (like the one used by
Yelp) can assist the user in quickly understanding the development of a user’s reputation
over time. And the reputation elements should be presented separately allowing the
users to make their decision (conclusion), because some of the elements do not appear to
be utilized such as the communication rating.
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Another important point is the user profiles should also be presented in a better way,
although most of the websites have some form of member profile feature, a set of pages
where one can find out about individual users. User profile pages provide a space where
users can write about themselves, and their interests. In addition, profile pages often
include statistics about a user’s activity, recommendations from other users and
sometimes a rating that reflects his achievement in that community. The user profile
should be presented in an attractive and motivational way in order to help other
members to use this information to make a decision in engaging in a transaction or
collaboration with him, as it is found in [20] the visualization would motivate the subjects
to contribute more papers and ratings and to participate more actively in an online
community by logging in more frequently and reading more papers.

We found from the study that it is clear that most of the users tend to read the reviews
(e.g. feedback) before they make a decision regarding buying a product or doing business
with a seller. So the visual and textual formats for reputation representation are both
important and should available to help users in their decision making.

The websites should help the users in making their decision, so for example if the goal of
the system is to help the users decide whether to trust the seller or not, then the system
should present clearly the seller’s percentage of the completed transactions while the
other elements for example his history as buyer is less important.

53 RQ3. Does the usability of the reputation system
have an impact on the user review and decision making?

531 Within survey and interviews

From the conducted interviews and survey we found that the usability of the reputation
system has a big impact on people’s utility of the reputation system whether by making
decision or leaving feedback.

We found that most of the users don’t leave negative feedback, because they are afraid
of getting a revenge rating conversely. They don’t know in Amazon that Seller-to-buyer
feedback is not counted toward a feedback average. Only buyer-to-seller ratings are
factored into an average. And eBay bans sellers from leaving negative or natural feedback
for buyers. So the reputation systems for these sites should make it obvious to their
members about this important policy, because this feature has so many positives such as:
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e The buyers will be more honest when they leave feedback since he will not be
fear of a negative revenge feedback.

e The buyers will bid more since their trust in the feedback system and the
sellers will increase.

e The good sellers will differentiate themselves from other sellers.

e The sellers will leave feedback upon payment more often in order to increase
their chance of receiving positive feedback.

From the survey and interviews we found that most of the users will read the textual
reviews of the seller/product before they will deal with the seller or buy the product. We
found also that the higher the usability of the website is, the higher the users trust
towards the website, and also their contributions to these sites whether leaving feedback
or their future intentions to use the same websites to do business than other websites.
Most of the users preferred to leave feedback in eBay and Amazon than to leave a review
in Epinions, because they thought the review system in Epinions is very complicated and
to write a review in it will require a long time.

One of the findings was the usability of the website is more important than other factors
such as the reputation of the site. We found that the most important things that users
want in a system before they can use it are:

e The users want to complete any task in an efficient and easy way, and they
want to customize the system to behave the way they desire.

e The experienced users want more advanced functions or features that would
enable them to be more productive.

e The users want the chances for their errors are minimized, and the system
should help them to understand the problem when errors occur, besides the
system should help them to recover from errors.

e The users want to navigate the website easily, i.e. they can find what they
want easily.
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Chapter 6

0. Conclusion

The main purpose of our study is to evaluate the usability and to get an in-depth
understanding of the reputation-based websites, and to analyze the influence of the
usability of the reputation system on its utility; therefore we choose seven known
websites that use some kind of reputation system. All the chosen websites is known and
leader in their fields. From the previous discussion, it can be stated that the application
of the usability evaluation methods and usability study as a whole was successful in
identifying such usability problems. On the other hand, even if the Nielsen ten heuristics
was applied by just one evaluator, it was possible to identify a range of usability
problems, because we used think aloud test, which help us to find the usability problems
from user’s point of view.

During our study we worked out that the level of the usability needs more improvement.
It is also observed that the usability of the reputation system has influence on the its
utility. One of the important concluded points is: it should be clear to the user how
reputation ratings are obtained and what they mean, because to help the user to trust
and use these information, it is important that the user understands the way information
is measured.

The reputation systems should be designed in such a way that allow the user to easily
understand how reputation is measured (e.g. which factors are taken into account and
their weightings), what implications lie behind a given reputation rating, how reputation
is verified, in order to let the user use the reputation system.

We worked out also that users should be offered qualitative and quantitative assessment
of reputation indications. When it comes to trust the users prefer the qualitative
information, while quantitative indications may offer advantage for a quick evaluation.
Hence using combination of quantitative and qualitative approaches is recommended,
wherever the system allows it.

We can conclude that the usability and utility are inseparable, if the usability goals are not
achieved in the website, the resulting product will be useless to the users.
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Appendix

Appendix A. Usability Test Script

Test facilitator:

Test facilitator is neutral — | have not participated in the development of the websites.
Please provide as many comments as you possibly can.

This is not an examination — in any case not of you. You can do nothing wrong during this
test. If you have any problems with the website, it is the website’s fault and not yours.

I will answer only very few questions from you — Sorry! But please ask questions anyway.
The questions may give me important clues. | may ask questions you will find odd. The
reason is that we want to understand how you interpret this website.

I will ask you to think aloud during the test. This will enable me to follow your thoughts. |
am interested in any and all comments; Positive as well as negative.

N

o 0~ w

Pre-test interview questions

Have you ever visit these sites before? If so, what was your experience?

Have you ever visited websites for similar websites? If so, which websites? What
was your experience?

What are your expectations to a based reputation website?

What is your level of familiarity with using the Internet?

What facilities would you want on a site of this type?

Do you have any questions?

Test tasks:
What comes first to your mind when you want to buy/reserve something? Is the

reputation of the seller or the facility? Or the price? Or location? (all)
(Test of what if the seller reputation attracts buyer).
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11.
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You would like to know how the reputation system is calculated to the sellers. (all)
(Test if there is a description of how the calculation of the reputation is done).

Considering the home page of this site, do you understand clearly how the
reputation system of this site works? (all)
(Test if the user understands the representation of the reputation).

Considering the home page of this site, you want to read the negative reviews
about any (seller/business). (all)
(Test if the user can sort the reviews by “rating”).

You want to go to a restaurant find a restaurant that has a very good reputation.
(YELP)

(Test of what attracts most the customers according to the usability
representation).

You want to go buy an iPad 3 find an iPad that has a very good review from
trusted authors. (Epinion)
(Test if the user understands the member status).

You are convinced with f.ex. Call me mobile company and you want to leave them
a feedback to give them your opinion in TRUSTPILOT site. (TrustPilot)
(Test if leaving feedback is easy or difficult for the users).

You want to install an app about messenger into your iPhone, which one you will
choose? (ITunes. Apple)

(Test of what attracts most the customers according to the usability
representation).

You want to see which song for Adele that has highest rating. (YouTube).
(Test if the site has an obvious reputation system).

You have now received the item you have bought, but it turns out that there is a
fault in the item. What do you do? (eBay & Amazon)
(Test if the user will leave a feedback?).

You want to buy a battery for your laptop from a trusted seller? (eBay & Amazon)
(Test of the website’s ability to provide enough information about the sellers).

You are neither convinced nor upset with your item, and you want to leave a
feedback. (eBay / Amazon)
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11.

(Test if the user understands the reputation system).

You have forgotten to leave a feedback to a seller, and now after 3 weeks you
remember that, what shall you do? (eBay & Amazon)
(Test if the user knows the rules of the reputation system).

Interview after test

Do you find that the content is relevant for you?

Did the website meet your expectations?

Were the tasks realistic?

What tasks were missing?

If the test participant has visited other websites for other similar websites: How
does this website compare?

Do you have any comments regarding the graphics on the website?

What are the two best things about the website?

What are the two things that most need improvement?

Will you use this website in the future?

. How did you find this system to you? (very pleasing, pleasing, average, irritating,

very irritating)
Would you recommend this website to a friend?
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