Observational Study - TRS Member Experience Center
Research Objectives:
· Identify any interaction, accessibility, way finding or navigational barriers members face as they make their way through the Member Experience Center
· Observe and evaluate the efficacy of communication collateral and navigation aids in the Member Experience Center 

Observational Method:
Unmoderated (Passive) Observation

Researchers:
Kaylee Richter, Carly Yansak, Kale Romberger, Jenny John, Anna Ickes

Observation Plan:
Time and Location:
Different points of time during operational hours. TRS Bravo Building Lobby.
Sample Size:
12-15 participants minimum (2-3 participants each)
Key behaviors to observe:
Arrival, Check-in, Navigation, Interactions, Waiting, Exit
Tools:
Observation Notes Spreadsheet, Voice Recorder

Observation Checklist:
Arrival and Check-in:
· Where does the member enter from?
· How do members enter the center (eg: Confidently, hesitantly, etc.)?
· What are their key behaviors on entering? Do they know where to go upon entry?
Do they pause or look around for signs or directions?
· Do the members bring a guest?
· What is the check-in process like?

Navigation and wayfinding:
· Is there clear signage or where/how the member should proceed?
· Do members wander or backtrack or look lost?
· Do members seem confused by the floor/lobby layout or label?
· What communication tools or signs do members notice?

Waiting Experience:
· How long do the members wait for?
· Where do members sit or stand while waiting? How do they get there? (Directed by staff, following signage, etc.)
· What do members do while waiting? 
· Do members pick up flyers and brochures to browse through? 
· Do they watch the monitor screens? 
· Is there visual or auditory information about wait times or queue position?

Interaction:
· What are the different interaction points between TRS Staff and the members?
· Are there digital touchpoints or kiosks? Are members directed to it or do they navigate towards it?

Accessibility and Inclusivity:
· Are communication materials available in multiple languages?
· Is the environment wheelchair accessible?
· Are there any accommodations for visual/hearing impairments?
· Do elderly members or those with mobility challenges face barriers? What is the staff behavior in response to members facing difficulties?
Exit:
· Do members appear satisfied as they leave?
· Do they stop to ask more questions?
· How do they interact with the staff as they leave?
· Do they keep the brochures or flyers that they picked up?
· Do they seek directions or appear confused?
· Where does the member exit from?
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