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Objectives

Overall Feedback Comparison
> Gather users’ general impressions of the bundled > Gather users’ preferences between Netflix and Amazon
services on the Roku, including overall functionality, Video on Demand services via the Roku player.

presentation of content, and overall fit with user
expectations and needs.

Future Use
Device Usability

> Gauge users’ reaction to the overall value of the Netflix
and Amazon Video on Demand via the Roku and their

> To assess the usability of the Roku device as users - i
willingness to use or continue to use one or the other.

perform tasks involving:

> Activating/Registering the Roku
> Finding/Buying a movie

> Watching a movie
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Methodology

User Profile Think-Aloud & Review

> 11 users were tested during August 2009 at the > Participants performed a list of realistic tasks
Catalyst Lab in New York City. (e.g., highlighting text, etc.) after which they were asked
to comment on their experience using the device
> Each session lasted 45 minutes. (i.e., citing their likes/dislikes, ease/difficulty, suggested
improvements, value, etc.)
> All users expressed interest in watching movies.
> Before the end of each session, participants were asked
> 5 users were Netflix members or were members in the to select the service they liked best and explain why.
past.
> Participants were also asked whether they would likely
> None of the users had previously used a Roku. purchase or use either device.

> Users were not initially told about the Roku player nor
that Netflix or Amazon were the focus of the
discussion.
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Statement of Limitations

> The intention of these discussions was to provide
insights and design direction; not quantitative
assessment.

> The observations in this report reflect the views of 11
participants. While accurate for this population, their
views may not be representative of the overall
population.

> This report summarizes comments thought to be the
most useful for providing insights and design feedback
for the reviewed Roku player and streaming services.
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Hardware Setup Roku & Television
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* MLB.com added as a channel during a software update on August 11. This
channel was not available during our study. 6



ROKU - DIGITAL MEDIA PLAYER CATALYSTGROUP

Key Insights



ROKU - DIGITAL MEDIA PLAYER

CATALYSTGROUP

Key Insights

1.

Virtually all users saw the benefit
of the Roku player and could see
themselves using one.

Users pointed to the convenience of the
services, portability of the device, and ability to
watch movies on a large screen TV instead of
their computer as the primary benefits of having
a Roku player :

“[ could see myself using something like
this. It's a lot better than running out to the
video store or waiting for it in the mail.”

Most users also overestimated the retail price of
the Roku player and were delighted to know it
was less than they had thought :

“I'd say it costs about $200. Oh, if it's $100,
then that’s even better!”

2.

Movie-watching frequency
influenced preference for either
Netflix or Amazon.

Users who were frequent movie watchers favored
Netflix as it touts a flat-fee for unlimited Roku
viewing:

“Netflix is more worth it for me. If | watch
two movies on Amazon, that's like a month
of as much as | can watch on Netflix.”

Users who watched movies infrequently preferred
Amazon due to its pay-as-you-go scheme:

“This is just like cable on demand or pay-
per-view. | don’t have to pay more if | just
want to watch one show.”

3.

Users would prefer a standalone
experience on the Roku player
without the need of a computer.

Users felt that the overall experience of using the
Roku would be improved if there was no need to
access a computer for activation or finding
movies.

“It would be better if you could activate
right from your television. Apple TV lets you
log into your iTunes account to register.”

“I should be able to do all these things
without leaving my couch.”
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Observation Summary | step-by-Step Highlights

Netflix Common to Both Services Amazon
Sense of * Flat fee is best for a * More convenient than video store * Pay-as-you-go is better for an infrequent
Value frequent video watcher video watcher
Activation process perceived ¢ Users disliked having to “travel” between the ¢ Activation process contained
as "quick” TV and computer in order to complete their detailed/helpful instructions
Roku Player Roku Media Player activation
Activation  Users wanted clearer prompts when asked
Process to transition between their TV and computer
* |deally, activation could be completed using
only the TV
Must go online to create  All users responded enthusiastically to the * Ability to browse movies from TV
and manage list of movies idea of looking for movies using just their . .
. . » No search function when looking for
8T to be watched on the Roku TV — and not having to switch to the A
Finding a movies via the Roku player (as tested)
X player computer.
Movie P N .
» Poor organization of available content
Users browse and search for . . . .
. . (e.g., movies fall into multiple categories,
movies on Netflix.com ; .
movies unsorted in each category)
Adding Unclear labeling for adding None None
Movies to movies to Instant Queue on
the Roku Search Results page
Watching a None * Filmstrip-like navigation method well None
Movie received
Using the Nere * Dedicated ‘back’ button requested to e
provide a more intuitive way to go back
Remote

one step/level
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Activation

10



ROKU - DIGITAL MEDIA PLAYER CATALYSTGROUP

Activation | Netflix Flow

3
an

é OnTV 1 5. 3. @ On Computer 4.

_

Ll
Netflix delivers movie rentals two ways! To activate your account and instantly watch movies from Netfiix
One low price - No late fees!
‘ From computer,
B NETELIX Mlpeplwdrom a8
and enter this code:
unimited 4 Unlimited sireaming of 1LMF
oo eke fovs - ovor v the Bokw Payer
Netfilx Instant Queue This screen will sutomatically update once your Roku player has
play movies & TV episodes from your Netflix instant Gueue Are you a Netfiix member? been connected to your Netflix account.
o - start my FREE trial =
ok = ﬂ_

Home Are You a Member? Code Generated

Congratulations!

You have successhully linked your Roku player to Netfiix.

If you have added movies to your instant Queus, they will be
available for instant watching in & few minutes. I not, go to
netflix.com and add movies to your instant Queve.

Select "start” 1o begin!

Congratulations! Activation Complete Activating Input Code

11
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Activation Amazon Flow

3
é OnTV a On Computer
1. 2. 3.

To purchase videos and view Your Video Library, you need to
connect your Roku player to your Amazon account. [

and enter this code: i - o P
QQ3EK

This screen will automatically update once your Roku player has
been connected to your Amazon account.

=
Code Generated A== ' 4.

=

=
B T amazon com
I e
i f
=
==} -

amazén vide 6- Input Code

Congratulations! v

Sgapncom — aton _ca. u - o
You have successtully linked your Roku player to Amazon Video On i = I & Ve e | 5 .
Demand. s

If you have purchased or rented Amazon Video On Demand movies
and TV shows, they will appear in Your Video Library. Using your
player, you may also add additional movies and shows. - e T b, e oo

Select ‘start’ to begin. . e e

Congratulations! Apply Payment / PIN Settings Activating

12
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Activation Users mixed over which process was better; each service had its strengths

Netflix Amazon
> Some users felt that the Netflix activation process > Some users considered the Amazon activation
was “quicker” and “shorter” than Amazons'. process easier to understand given the instructions

available and the fact that the Roku player is

Netflix was easier for me. Amazon had too mentioned more prominently than on Netflix.

much text and too many screens.”

“Amazon has a tighter link here. | know that I'm
“On Netflix, | just enter the code and it’s done.” registering my Roku when I'm on their site.”

“| saw the instructions and it was just ‘4 easy

7

steps’.

13
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Activation "Hopping” between the TV to Computer

Both Services

> Many users felt that the relationship between
the Roku player and the two streaming content
services (Netflix, Amazon) could be presented
more clearly.

> Activation of both services required users to
switch back and forth between their TV and
computer. This was unpopular with several
users.

“So | go to my computer now? | hope |
don’t have to do this every time | want to
watch something.”

> Several users wanted clearer prompting to
alert them when they needed to move to a
computer from the TV, or vice versa.

> Though users expected to only activate each
service once, all users thought it would be
beneficial to be able to complete their
activation solely using their TV — without the
need to use a computer.

“It would be great if | could activate my
service from my TV.”

Netflix

éOnTV

w On Computer

To activate your account and instantly watch movies from Netfiix:

From your computer,
5o to netfliz.com/activate
and enter this code:

ILMF

This screen will automatically update once your Roku player has
been connected to your Netflix account.

—————— TN

Netflix: Code Generated

NETELIX

S
AR

Sign In

Amazon Video

amaz®én vid

To purchase videos and view Your Video Library, you need to
connect your Roku player to your Amazon account

From your computer,
90 t0 www.amazon.com/ roku
and enter this code:
QQ3EK

This screen will automatically update once your Roku player has
been connected 1o your Amaron account

——— LA )

Amazon Video: Code Generated

amazoncom

I e e—

Register Your Roku in 4 Steps

14
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Activation Amazon instructions largely unread

Amazon = S
PRSEREs [

> Many users did not read the instructions 1° e Py I
provided during the activation processes for I e L — [
Amazon. | B L= ] I
“Just let me enter the code. This ‘Begin les :
Registration’ seems like an extra step.” | I

: I Input Code
| I
| |
| |
| I
| |
| |
| I
| |
| |
| I
| '
| B5 - |
R |
. |

Register Your Roku in 4 Steps

15
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Looking for a Movie



ROKU - DIGITAL MEDIA PLAYER CATALYSTGROUP

Looking for a Movie | Netfiix Flow

9
é OnTV a On Computer

instant queue iank Redemption: Speci

EAIton uue

to begin Watching instantly
on your Player, please go to netflix.com
and add movies to your instant Queue

Empty Instant Queue Search Results Movie Page (Computer)

instant queue 01/3

instant queue 013

‘ remove

|

TIMROBBINS  MORGAN FREEMAN  BOB GUNTON

Framed in the 1940s for the double murder of his wife and her lover,
upstanding banker Andy Dufresne begins a new life at the
Shawshank prison, where he puts his accounting skills to work for an
amoral warden.

2h22m 1994 B director FRANK DARABONT The Shawshank Redemption: Special Edition
CRIME DRAMAS - 20TH CENTURY PERIOD PIECES zh22m @
Movie Page (TV) Instant Queue Movie Added to Instant Queue

17



ROKU - DIGITAL MEDIA PLAYER

Looking for a Movie

éOnTV

o [Em amaz®n video
~— .

Amazon Video on Demand

browse, purchase & play hit movies and TV shows

Home

Amazon Flow

Hollywood hits for rei nt or purchase

Robin Williams &v Amazon exclusive
fore 15 0 Meaters

Amazon Main Menu (Movies)

Movies

amaz®n v

Enter PIN to purchase ‘
[4]5)6]
[718]9])
[ 0 Jdelete
Complete Purchase
ance

Input PIN

CATALYSTGROUP

Movies

Browsing for a Movie (Buy Area)

Movies

=™ The Shawshank Redemption [HD]

Rent movie in HD for 24 hours $3.99

uy movie in
Preview 2 minutes free in HD
Rental and purchase info
TIMROBEINS  MORGAN FREEMAN L 2-8-3-2"3

Two imprisoned men bond over a number of years, finding solace
and eventual redemption through acts of common decency.

2h23m 1994 [@O/CH &0 director FRANK DARABONT
CRIME - DRAMA

Movie Page (Roku)

18
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Looking for a Movie How It's Done: Netflix

instant queue

> Netflix users first have to add movies to
their Instant Queue in order to watch
them on their Roku player.

. . to begin Watching Instantly
> However, some other users did not mind on your Player, please go to netflix.com

and add movies to your instant Queue
as they often had a computer nearby.

“Usually I'm on my couch with the
laptop in my lap anyway.”

TV: Empty Instant Queue

Computer: Netflix.com (Search Results)

19
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Looking for a Movie

Amazon

> Amazon users could browse for movies on
their Roku player.

“That’s the convenience of Amazon; you
don’t need a computer once you're set up.”

Both Services

> All users embraced the idea of being able
to browse for a movie while on their TV,
without the need of a computer.

“Ideally, I'd be able to find and watch
movies from just my TV.”

How It's Done: Amazon

amaz BN VIO

Movies

Hollywood hits for rent or purchase

Robin Williams ﬁ

Amazon exclusive
See it before it's n Meaters

Amazon Main Menu (Movies)

amaz®n vide

CATALYSTGROUP

amaz®n video Movies

The Shawshank Redemption [HD]

Rent movie in HD for 24 hours $3.99

!y mavie in !! !! !!

Preview 2 minutes free in HD
Rental and purchase info

TIMROBBINS  MORGAN FREEMAN g & 8 51

Two imprisoned men bond over a number of years, finding solace
and eventual redemption through acts of common decency.

2h23m 1994 00D /|ED director FRANK DARABONT

CRIME - DRAMA

Browsing for a Movie (Buy Area)

Movie Page (Roku)

20
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Looking for a Movie | Netflix' Confusing Lists

/= Customize Your Settings - Windows Internet Explorer |Z”E‘E|

- \g http://runonce msn,com//runonces, aspx

NETELIX

Browse Watch Movi
DVDs Instantly va';g; IThe Shawshank Redemption: Special Edition

Netflix

Home Genres <  hew Releases  Friends = Metfiix Top 100 Critics' Picks | Award Winners

> Users struggled to understand how titles on
Netflix.com would be available to watch on

Search Results

Search

IThe Shawshank Redemption: Special Edition

their Roku player. A Specifically, users were

unclear of the distinction between “Play”, e o T A R R e iy PR e 232!:25.:2‘1‘5.’%@
Instantly
" " " "
Add ~an d Ad d to l nstant QU eue  an d The Shawshank Redemption: Special Edition
. . . . (1994} R
wanted better labeling and an indication of T i ST e D e e S o oy The @reen e Braveheart

upstanding banker Andy Dufresne (Tim Robbins) begins a new life at
the Shawshank prison, where ke puts his accounting skills to work for
an amnaral warden (Boh Guaton), During his long stretch in prison,
Dufresne comes to be admired by the other inmates - including an -
older prisoner named Red (Morgan Freeman) - for his integrity and

s
unguenchable sense of hope, -

- Genre: Crime Dramas, 20th Century Period Pieces, Period Pieces Play Add Play Add

This movie is: Sentimental, Inspiring, Emotional 'S 2 & &1 F: & & &1

LUERGRSE T ENE | Format: DYD, Blu-ray and streaming

what to expect for each.

“I thought pressing Play would play it on
the computer? It's not clear.”

“I didn’t know there were separate lists.”

Search Results (hovering over Play)

“The buttons don't tell me what’s going to

f Customize Your Settings - Windows Internet Explorer |Z”E‘E|

o) [ httpifirunonce.msn.comfrunonce3. aspx

happen. They could be more descriptive.”

b You ount | Buy [ Redeem Gift | Helo
NETFLIX

Watch
Instantly

Browse Movies
DVDs you'll @

Home Genres =  New Releases | Friends = Netflix Top 100 Critics' Picks | Awvard Winners

> We suspect simply using the approach on the

[, actos, drectors, garves Freareny

Netflix Movie Page and changing the last
button to “Add to Roku/Xbox Queue” may
have helped users.

The Shawshank Redemption: Special

EdItIOn (1994) Have an opinion about it? rite A Review

Rate it! ORWR KR

Last watched by you on:
08/10/09

> B Users found the buttons on the
Netflix.com Movie Page more descriptive

At A Glance 4 Friends | Member Reviews | Critics | More Like This

Framed in the 1940z for the double murder of his wife and her

Play lawer, upstanding banker Andy Dufresne (Tim Robbins) begins
than the buttons on the Search Resu'ts page. ' the a newy life at the Shawshank prison, where he puts his
— T I ENEVE  o-counting skils to work for an amoral warden (Bob Gunton).

= During his long stretch in prison, Dufresne comes to be
I Add to DVD Queue admired by the other inmates - including an older prisoner
Play on computer I named Red (Morgan Freeman) -- for his integrity and
I unguenchable sense of hope.
Add to Instant Queue j

ER2 2 5 2

“These [button labels] are much clearer

than the previous [Search Results] page.”

LRI DU A ACAAD CDE LULIS CA ey

Movie Page 21
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Looking for a Movie Amazon browsing difficulties on the Roku

Amazon

amaz®én video

> Users clearly struggled with Amazon’s

browsing options when looking for a movie
for the following reasons: - - -
Movies

1. Users did not know what categories

movies be|onged N Hollywood hits for rent or purchase

2. Number of movies in each category —
Robin Williams hw Amazon exclusive

was unclear See it before it's in Meaters
3. Sort order not clear

4. No search function Amazon Main Menu (Movies)

“There’s no sense of sorting within
categories... It seems to scroll on forever.
Maybe have it in alphabetical order.”

“How would | know if the movie | want is
HD or not?! It just seems like a bad way to
organize movies.”

“Oh, | didn't even see the A-Z search
before. | had to really dig for this.”

Buy $9.99 (PG-13)

Movies to Buy (Not Sorted)

22



ROKU - DIGITAL MEDIA PLAYER CATALYSTGROUP

Looking for a Movie Roku updates Amazon browsing options

As Tested Updated
AmaZOﬂ amaz®n video amazeén video

> A software update (on August 11) to the
Roku player appears to address the main - .
issues users encountered.

Search

Users arriving in the Amazon portion of the el e o ek i TR N s TV s
Roku player now see Search as their first and e i S il
Robin Williams ﬁ lmafgn&:ﬂgs'ﬂmdm Robin Williams ﬁ A""’gli".lifﬁ‘ﬁ':ﬁ theaters

default function. Going into Search, users
are provided an on-screen keyboard that
includes predictive search functionality.

Main Menu (Tested) Main Menu (Updated)

We believe these improvements greatly amazen video
complement the unique ability to both find Yoo F6 Meviin A7

amaz@n ‘.‘\dEQ

SearchSuggestions

» shopaholic

» shooter
sherlock holmes
shrek
showgirls

Search

and watch movies with Amazon on users’
TVs.

shawshank redemption
» shark week
» shaun of the dead
= shelter

Segmented Search New Search
(replaced with update)

23
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Watching a Movie
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Watching a Movie

Both Services

The three screens shown on right were used by
both Netflix and Amazon to display movies and
indicate progress.

> Generally, users experienced no significant
issues watching movies and would typically
watch them from beginning to end.

> A Users responded positively to the
filmstrip-like presentation for scanning
within a movie.

In fact, a few users preferred this method
over the conventional chapter/scene
navigation approach found on DVDs as the
filmstrip provided more context for their
location within the movie.

Some participants wanted to access both
scanning options.

Netflix & Amazon

The Fugitive

retrieving

Buffering

quality s s = »

Playback

Scanning Within a Movie

25
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Remote & Navigation
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Remote & Navigation | Netflix & Amazon

Both Services

> A Users did not intuitively know that
pressing the ‘UP’ arrow button would bring
them back one step in a menu or when
watching a movie. Almost all users pressed
the B "HOME' button for this purpose, and
were annoyed that they were typically taken
several steps back and would have to start
over from Roku’s Home screen.

“It's frustrating... | just want to go back a
step, not start all over from the main

Example of a ‘Back’ Button featured on
menu.”

a Microsoft Zune Wireless Remote

“They should have dedicated C’'BACK’
button on the remote like on a browser.”

Movies

Amazon

> D Some users did not observe the 2nd level
navigation options, including the arrows.

“Oh, | didn’t see that there were more
categories for movies.”

“It's a bit faint. But now that | see it, it's
obvious.”

2nd Level Navigation 27
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