Written by Victoria Hong
Plan
Recruitment
As recruitment through Ed Discussion was unobtainable due to lack of incentive, recruitment through personal connections was necessary. Researchers recruited participants on a volunteer basis. 
Participants
· Researcher #1 recruited two participants who are not currently looking for rental housing with roommates. 
· Researcher #2 recruited a participant who is actively searching for rental housing with a roommate and is using Zillow for his search. 
· Researcher #3 recruited a participant who has recently found rental housing with a roommate and used Zillow during her search. 
Participant Selection Justification
Researcher #1’s two participants were selected on the basis of randomness in our study. As these individuals have no intention to searching for rental housing with roommates, we can observe their natural behavior with the current state of the Zillow mobile application as they are discovering and learning the interface. 
Researcher #1’s two participants were selected, for participant 2, the time after the last search for room was more than a year. To mitigate bias, the scenario was written and given to reinforce the participant’s decision-making process, to mitigate the recall bias. The participant 1 was selected that meets the criteria.
As Researcher #2’s participant is actively utilizing Zillow for his search, we find the observation to be highly valuable with crucial insight on his learned behavior and potential workarounds for comparison and information distribution. 
Similarly, Researcher #3’s participant has used Zillow for her recent search with her roommate.  The observation will yield similar findings as Researcher #2’s participant.  
Strategy
As Researcher #1’s participants have no intention for looking for rental housing with roommates, scenarios were written to be used as guidance for the study. One of Researcher #1’s participants will be given a scenario as reference while the other participant will not. This will allow us to observe new user behavior. While Researcher #2 and #3’s participants have searched for rental housing in the past and are actively searching, they can draw from their experiences during the study. 
	Participant #
	Researcher Assigned
	Scenario Assigned

	1
	Han Lee
	None, reliance on past experience.

	2
	Han Lee
	Scenario 1

	3
	Victoria Hong
	None, reliance on past experience.

	4
	Briana Grant
	None, reliance on past experience.

	
	
	



Bias Mitigation Strategy (Appended)
Written by Han Lee, revised by Victoria Hong.
Participants were recruited based on recent experience of looking for rental housing. The cut-off time was set to 3 months. For participants with 0-3 months of experience, the think-aloud protocol was conducted based on their experience. However, for participants that had experience of more than 3 months, a scenario was given to reinforce the situation for decision-making. This strategy was implemented to mitigate the recall bias during the think-aloud. 


Participant Fit
Participant should meet the following requirements:
· Age: 
· 18-29 range
· Education:
· Bachelor’s
· Master’s
· Group size:
· 2 people
· Has used Zillow
These requirements were derived from survey results. 
Expected Behaviors
These behaviors were derived from survey results. Understanding these behaviors will allow you to prepare and anticipate reactions for further examination and analysis. 
· Participant favorites and screenshots listings and uses the notes app for documentation. 
· Participant shares information via group chat messaging, in-person discussion, and shared documentation.  
· Participant used both desktop and mobile device during search process.
· Participant relied on a memory-based comparison and switching between pages and tabs. 



Rules
For Moderator
1. Do NOT teach users.
2. Do NOT guide the users.
3. Do NOT explain the interface. 
4. Do NOT correct the users.  
Only say neutral prompts:
· “Keep talking”
· “What are you thinking?”
· “What are you trying to do?
· “What do you expect to happen?”
For Participant
Participants are instructed to follow these guidelines during the session:
1. Say everything you are thinking about. 
a. Participants should continuously verbalize: 
i. What they are trying to do
ii. What they are looking for
iii. What they expect to happen
iv. What is confusing
v. What they like/dislike
b. Example: 
i. “I’m looking for a 3-bedroom... I’m not sure where to filter... I expected this to sort atomically.” 
2. Do not explain, think aloud. Participants should not justify or analyze, only verbalize thoughts naturally. 
a. Instead of: “This is confusing because...”
b. Say: “I don’t understand this... I’m not sure what this does.”
3. Keep talking continuously. Participants should avoid silence for longer than a few seconds. 
a. If silent, moderator prompts: 
i. “Please keep talking.”
ii. “What are you thinking now?”
iii. “What are you looking for?”
4. Speak while performing the task. Participants should talk during interaction, not after. 
a. Correct: Talking while clicking and searching
b. Incorrect: Completing task silently then explaining afterward
5. There are no right or wrong answers. 
a. Participants should:
i. Not worry about being correct
ii. Focus on natural behavior
iii. Treat this as real use
6. Do not ask the moderator for help. 
a. Participants should:
i. Try to complete tasks independently
ii. Verbalize confusion instead of asking
b. Instead of:
i. “What should I do?”
c. Say:
i. “I’m not sure what to do next...” 
7. Focus on your thoughts, not speed. 
a. Participants should:
i. Take their time
ii. Explore naturally
iii. Not rush




Think-Aloud Study Guide
Read this to participant before the session: 
“During this session, please think aloud as you complete each task. Say everything that comes to mind, including what you’re looking for, what you expect to happen, and anything that confuses you. There are no right or wrong answers. If you become quiet, I may remind you to keep talking. I will not be able to help you during the tasks.” 
Warm Up Questions
Ask for:
· Participant’s age
· Participant’s education level
Warm up with these questions:
1. Can you tell me about the last time you searched for rental housing with roommates? 
a. Who were your roommates? 
b. [bookmark: _Int_Vxgtcnwn]How many roommates were you searching with? 
2. What platforms do you typically use to search for rentals (i.e., Zillow, Apartments.com, Facebook)? 
3. What were your preferences during your search? Please list all the attributes that were mentioned. 
Task 1: Search Behavior – Search for Rentals
Directions for the Researcher
Select a scenario if the participant has NOT* searched for rental housing with a roommate. Otherwise, the participant will draw from their past / current experiences. 
*with the exception of one participant for observation of new user behavior. 
Scenario
1. You are searching for rental housing with two roommates in the Metro Atlanta area. Your shared budget is $3000 per month. You are looking for at least three bedrooms and prefer in-unit laundry, in-garage parking, and a safe neighborhood. It is a requirement that safety is prioritized.
2. You are searching for housing with one roommate in Midtown, Atlanta. Your total budget is $2600 per month. You are looking for two bedrooms and prioritize walkability and location close to Georgia Tech. Preferences are: walking distance to restaurants and grocery stores, apartment or condo, modern / updated interiors, and close to MARTA station.
3. You are searching for rental housing with two roommates in Metro Atlanta. Your shared budget is $3300 per month. You want three bedrooms or two bedrooms with a den/bonus room for your home office. Preferences are: in-unit laundry, garage parking, gated community, pool and gym access, and if applicable, trash valet and lawn maintenance.
What You Observe
· Filter Usage
· Map vs. List Browsing
· Interaction Behavior (tap, scroll) 
· Initial decision criteria (filter selection) 
Questions
Researchers should be able to answer the following questions through observation: 
1. How does the participant start searching for rentals on Zillow?	
a. Does the participant set filters first or browse the map or list? 
2. Document the participant's process for comparing multiple listings. Describe the exact steps taken. 
a. Does the participant write things down? Where are the notes being written (i.e., on paper, within their notes app, or on a spreadsheet)? 
b. Does the participant save listings within the app? 
c. Does the participant open multiple listings on the browser or view each listing one-by-one on mobile?
3. How does the participant decide which listings to keep?
4. What devices were used by the participant?
Task 2: Compare Listings
Directions to Participant 
Now, review multiple listings and compare them. Review at least 5 different properties and evaluate which ones best meet your needs. As you compare, describe what you are looking at and how you are deciding between listings.
What You Observe
· Switching between listings 
· Attributes being compared
· Memory reliance or note-taking or some form of documentation 
· Reopening listings
Questions
Researchers should be able to answer the following questions through observation:
1. How does the participant compare multiple rental listings at once?
a. Does the participant rely on memory alone?
b. Does the participant switch between listings and view it one at a time? 
c. Does the participant use notes or a spreadsheet for comparison?
Task 3: Select Preferred Listings 
Directions to Participant
Based on what you have reviewed, select your top 3 listings. Explain why you chose these listings and what makes them better than the others.
What You Observe
· Ranking Strategy
· Decision Criteria
· Trade-offs
Questions
Researchers should be able to answer the following questions through observation:
1. What attributes were compared for analysis? 
a. List all that apply. 
Task 4: Select Preferred Listings 
Directions to Participant
Now, show how you would share these listings with your roommates. Walk through the steps you would normally take to send the listings and gather their feedback. Continue thinking aloud as you do this.
What You Observe
· Sharing Workflow
· External apps used
· Collaboration 
Questions
Researchers should be able to answer the following questions through observation:
1. How does the participant share listings with roommates?
a. Via group chat messaging
b. Via Zillow shared link
c. Via in-person discussion 

2. How does the participant and their roommates decide which listing is best?
a. Through in-person discussion 
b. Through voting system 
3. Has the participant experienced any disagreements during the search process? 
a. If yes, how was it resolved?
Task 5: Pick the Rental with Your Roommates 
Directions to Participant
Imagine your roommates have reviewed the listings you shared. Based on their preferences and your own, choose the rental you would select together. Explain how oyu are making the final decision and what factors matter most.
What You Observe
· Final Comparison Strategy
· Decision-making Process
· Negotiation Reasoning
· Trade-offs
· Confidence in Decision
Questions
Researchers should be able to answer the following questions through observation:
1. How does the participant narrow down their top choices?
a. Majority Vote
b. Consensus
c. First acceptable option 
2. How does the participant and their roommates select the final listing to proceed? 
a. List all steps. 
3. How confident was the participant in making the final decision?
Pain Points
Questions
Researchers should be able to answer the following questions through observation:
1. Has the participant had trouble comparing listings? 
a. If yes, what was it due?
i. Too many listings?
ii. Hard to compare due to lack of comparison tool? 
iii. Hard to track favorited listings?
2. Did the participant experience any frustration or hesitation while using Zillow? 
3. Has the participant felt overwhelmed by the task of comparing listings?
a. If yes, explain why. 
4. Has the participant forgotten any listings?
a. If yes, how many? 
5. Does the participant use any external tools?
a. Memory
b. Spreadsheet
c. Notes
d. Messaging
