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Statement of Limitations

> This report summarizes conversations held with a
total of 16 people (8 eHarmony and 8 Match.com
users). The comments, quotes, and opinions in this
document reflect only the views of these users and
not those of eHarmony or Match.com who were
not themselves involved with this research in any
way.

> The intention of this report is to highlight broad
themes and provide insights as to how these sites
are used by the users we spoke to. The
observations in this report reflect the views of these
users which, while accurate for this population, may
not be representative of the overall population.

> To protect the privacy of the users whose profiles
have been used in this report, we substituted the
main pictures with those from a photo library in
most cases, and in other cases we blurred the
pictures. All names and locations have been
blurred.
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Introduction Objectives and methodology

What was this project about? What did we do?

With Valentine’s day approaching we wanted to see what users > We recruited 16 users in four groups: 4 men and 4 women who use
thought of two of the most popular and heavily promoted online each site. All users were between 30 and 40 years old

dating services: Match.com and eHarmony. > All users had to be active (i.e. they were paying members of either

site), were currently seeking dates, and had been on at least one

Ultimately we were interested in answering the following questions: date via their site in the last month. Users were interviewed at

> How effective are computers at helping users find love? office in New York City or over the internet using WebEx and

> Given that the sites use different approaches to online dating, was telephone

i i i ? ? . .
one service considered superior to the other? If so, why? > We asked all users who were interviewed at Catalyst to eye-track a

s . 5 ‘ _
> How do users identify potential matches? Match.com profile we created. Men were shown a female profile

> How do users assess the relationship potential of their matches? and vice-versa.

> We then explored the users general experiences of online dating
and their specific experiences with the site they use.

> Next, users were asked to log into their account and demonstrate
what they would typically do to find matches, assess matches, and
then communicate with matches. We were interested in their
overall views of the dating experience on their respective sites.
Where users had used both sites, we were interested in their
comparative observations
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Introduction | Headlines

General Perceptions

> In general, users told us that online dating sites, including eHarmony and
Match.com, come up short on their claimed ability to make good romantic
matches.

> Specifically, there was little confidence in the idea of using technology to replace
the very complex process of developing human relationships. The simple forms
and crude matching techniques on these sites led many users to conclude that
online dating sites are best viewed as a pool of potential matches which include
some rough screening tools.

> Despite these shortcomings people use the tools mainly because the traditional
approaches — bars, clubs, family, friends, via work, etc. aren’t working for them.

> eHarmony was preferred by people who would prefer a high degree of
handholding - it's suited to beginners and people with lower self confidence in
initiating communication. Experienced online daters use eHarmony because “it's
another pool of potential dates,” however, they thought the profiles were
“formulaic” and "hide people’s individuality.” Also, the length of the guided
communication process can be painful in that it can literally take weeks before you
are able to communicate openly with a potential match

> Match.com was thought to offer a good compromise between the restrictions of
eHarmony and the “wild west” of certain free sites such as OKCupid. However,
most users felt that the matching algorithms here were “rough” and could be
made more effective. As a result, users often stated they felt they had to work
harder than necessary because of the large number of poor matches returned.
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Introduction | Headlines

Locating Matches

> eHarmony and Match.com each provide very different ways of identifying
matches with Match.com providing a much larger number of options. For the
most part Match.com users said they found the basic search useful but many
showed us that they often add several “deal-breaker” criteria (such as age, wants
kids, etc.) to the advanced search in the “more search options” interface.

> Other than the main search, Match.com users had a variety of techniques they
used to identify potential matches. Of these, the Daily5 (a computer generated
match based on answers gathered from quick poll results) was the next most
commonly used method of identifying potential matches. Although it wasn't
thought to be particularly effective it was felt to be a fun approach. A variety of
other contact methods were mentioned such as “Who's viewed me?" (provides a
list of people who clicked on a member’s profile), “Winks” and email contacts but
usage of these was mixed amongst our users.

> We also probed on some of the readymade computer matching methods
Match.com offers, notably Mutual Matches (which matches users who have each
described each other as the person they are looking for) and Reverse Matches
(which identifies Match users that have described the searcher as the type of
person they are looking for). The Mutual Match search had been used by most
users but only a few used it with any frequency citing that they felt their personal
matching techniques were more effective. Few people understood the Reverse
match which reflected its low usage level

> On eHarmony locating potential matches is limited to only those people that the
site determines to be a match. A few users saw this as an advantage but many
users felt this was a significant weakness of the site — specifically as eHarmony
does not provide any feedback as to the degree of compatibility or where the
compatibility is. Given this lack of transparency, many users felt the site would be
improved if they could also define their own searches
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Introduction | Headlines

Profile Assessment

> Initially, we were quite surprised to observe that men and women assess the
information in match profiles almost identically regardless of the site they are on.
But as we observed over the course of our study, online dating appears to be
governed primarily by “facts” at the start of the process which then quickly give
way to more complex factors

> Assessment is typically performed as follows: (1) Look at pictures; (2) Look at basic
information for high-level “deal-breakers” such as age, distance from each other,
and kids; (3) then, finally, consider user created descriptions for “human touch
points.” While the last step is where likely compatibility is most strongly identified,
it was very apparent that most users felt they were wasting time if potential
matches don't pass muster in the first two stages. A typical comment was “Why
would | want to learn if a person is interesting if | don't find myself physically
attracted to them or that they are not interested in having kids if | am?”

> Initial assessment is generally quick, ranging from a few seconds if pictures do not
suggest physical attraction or a “deal-breaker” is encountered, to about 45
seconds (for both men and women) for a more complete profile.

> Eye-tracking confirmed what users told us about the Match.com “computer-based
chemistry assessment” tool - users paid it very little attention, if any. eHarmony
users were also very skeptical about the effectiveness of the “29 levels of
compatibility calculation”

> Many users talked about their confidence level improving over time in regards to
their ability to identify better matches for themselves from information provided in
user profiles. Several users recounted almost identical stories of their early online
dating experiences where they failed to observe “red-flags” in a potential match’s
profile as they were excited about the prospect of going on a date. After several
dates it seems clear that many users develop more acute assessment abilities. As
one user told us “l want to go on dates with people | think | have potential with 7
and not waste my time with people | should have avoided...”



ONLINE DATING — USABILITY STUDY REPORT CATALYSTGROUP

Introduction | Headlines

Communicating with Matches

> This is where the other main difference between eHarmony and Match.com exists and is a
significant factor for some users as to whether they use one site or the other.

> On Match.com, users are able to begin communicating immediately they locate a potential match.
For many, this is the preferred approach. The matched pair remain “hidden” from each other until
they choose to “reveal” themselves to the other party. This typically occurs after several email
exchanges as they prepare to meet for a date. If an offer to communicate is not reciprocated then
the parties remain hidden. This approach definitely favors those people who are comfortable
initiating contact with a potential match, and those who want a more “hands-on” approach to
dating rather than leaving more of the process to a computer system that dictates a prescribed
number of stages that need to be completed before more open communication can occur

> In contrast, eHarmony strongly recommends its members complete a prescribed set of information
exchanges before “open” unrestricted communication is made available. This approach can take
several weeks to complete, which for some users works well, but for many eHarmony users this was
cited as one of the most significant drawbacks of the site. For online daters who are unsure of
themselves or shy, the availability of multiple choice questions and answers, and lists of
“must/haves and can’t stands” are attractive. This is because early exchanges with a potential
match do not require users to stare at blank email forms and agonize over what to write. However,
a more seasoned dater summed up the approach as “dating training wheels” given (a) the
limitations that these tools impose on the ability to truly express one's personality, and (b) the
delay created in being able to set up a date if it's felt compatibility may be present

> One of the users (who we would describe as “very seasoned”) provided a very interesting insight
into how he prioritizes his communications with potential dates. First, he classifies messages
(emails, winks etc) as either “outbound” or “inbound.” Outbound communication is initiated by him
whereas inbound connections are not. He feels that this is an important distinction as his outbound
messages (and responses) are much more valuable to him than his inbound communication, which,
while flattering, may be from potential dates he is not interested in. Whereas, all of his outbound
communication targets potential dates he definitely wishes to explore further.
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Process Overview

match.com

Any method can be
used for identifying
matches. No
restrictions on how a
potential match is
located.

Users may contact a
match as soon as
they feel ready to do
S0.

Who's Viewed Me

Mutual Matches

Match Updates

Daily5

Reverse Matches

Custom Search

Profile

Open Communication

Match.com vs. eHarmony

Phase 1
Indentify Matches

Phase 2
Review Profile

Phase 3
Communicate

eH “match engine”

Profile

Get to know each other
Select/send questions
Review match answers
Answer match questions

Can't stands/Must haves
Select/send selections
Review match selections

Learn more about each other
Select/send questions

Review match answers
Answer match questions

Open Communication

CATALYSTGROUP

Harmony

This is the only
way that a
match is created

eH strongly
encourages
users to
complete all of
these steps
before Open
Communication
starts. They can
take several
weeks to
complete.

(These steps can be
bypassed if both
sides of a match
agree)

10
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Phase 1: Identifying Your Matches

11
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The eHarmony Way

12
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Managing Matches

Home

> After logging into their account, most users said
they typically scan the list of updates that appear
under the “Match Updates” tab. While users
appreciated the intent of this area, many thought
there could be further enhancements, including:

- The ability to see all of the communication
messages grouped together separately from the
profile updates. Currently, all of the updates are
mixed in together in reverse chronological order.
One user described this area as a “hodgepodge
of stuff.”

- More detailed updates such as “Aaaaa has
uploaded new photos on her profile” or “Bbbb
has sent you his Can’t Stands and Must Haves.”

Welcome Back, s

My Frofile | Rt Fratiia

W oy i matien
o Must Heves | Conrt oty
o Usioad Your Photn

Vet Y

Matching Preferences
Malching o g0

= Distance

~ Bainonal Prefarences

- Eachiusmnd and Beiets

| Fires Dot Jusees?
Visi ihe Date Paanner for, movis
pickx, Tashion s, and ot

:—'r]l"ﬂﬂﬂ}" ¥

S swsala
S Despasats Oates

DesaB0n, (31 raty, 50 wa've
o up T Shor Quid 80 1l You
n Chec:

eHureny . [ .
profileadvisor-
||uql|1|r.h:.ﬂul&ﬂ-.‘|..ll|a.q.u.l||:-.ﬂ;d Jaz r porice iyl

oo ey
[ Leam More eHarmony

EEEIEERR e e tiar  Praman Senices

Wow Matches [ 230} | Comemaicating ( 52 )
s— N otk 1Y)

s i ot i it 5 N A RGOS

]

g New Yoo City, WY )

Premium Services

Match Updates Who's Viewed Me?

New Matches ( 230) | Communicating ( 82)

s ha gcatent e prosie on 02 005010

M otk Gy WY}

e ewe York, WY

E— (M Yook WY}

has updated her profile on 014 552010

s e e b st o 01182040

zent you & communication on 02401 /2010
o  Mew York City |, BY)
m haz updated her profile on 01/30/2010

'E“mwwnﬁ
i Jrn

- o ( Mew York City, WYY

i
TRk out B CUMVAING Youes are Has dasing |

weariang against you' Tk agan ;;r"rr::
sent you a communication on 01:/21/2010
W {Mews York, MY
Home

| zent you a communication on 01162010
oo Mewy York WY

mom has updated her profile on 0145722010

Match Updates
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Managing Matches | eHarmony.com

Home WOTEELLE Reports My Semings  About Me

My Matches

> While an individual profile can be accessed
directly from the Homepage, most users
navigated to the My Matches page. This page

lists out all matches that the eHarmony algorithm
thinks is suitable for an individual - matches
which are based on the 450 or so questions a

user had answered when creating their profile.

> Unlike Match.com, a user does not have the ool
ability to search for potential matches on their L, -
own within the eHarmony site. Simply put, the ——
matches they get are the matches they get. ———

> All matches are segregated into 3 areas: New, .
Communicating, and Closed. The “New" tab lists
all new incoming matches, while the z —
“Communicating” tab is a list of people with
whom a user is corresponding. Matches housed ' =
under the “"Closed” tab are matches which a user
has decided as unsuitable. My Matches (“New” Tab)

b
Anne, 35 R —— e e ——
€D Getto know each other - Send her a Message

{ New York, NY')
1
matched on: January 30, 2010 ast communication: January 30, 2010

Individual Match

14
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Managing Matches | eHarmony.com

My Matches (cont.)

> All users thought the exclusion of photos and
limited sort functions hindered their ability to
identify people of potential interest and
remember the various people with whom they
are communicating. The pages currently read as
a long list of names making it difficult to
distinguish matches from one another.

“I get confused who I've responded to, who |
haven't, and which [ones] I've read.”

“It would be nice to see a picture or their
occupation just so | remember who’s who. One
time | had 3 guys with the same name.”

Anne, 35

{ New York, NY )
matched on: January 30, 2010

CATALYSTGROUP

iy Semtings  Abour e

Earaia

CASH |

o T
@ = TS
-
0 I i R
.
o T
[ T
; i

My Matches (“New" Tab)

N

Get to know each other Send her a Message

last communication: January 30, 2010

Individual Match

15
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Managing Matches | eHarmony.com

My Matches (cont.)

ok b Fivis Ralt +

> Many users wanted greater transparency in

eHarmony’s matching system as they had spent
both time and money to answer hundreds of i i
questions during the initial setup process. A few e — : e .
users wanted to see a progress bar which would o ;
indicate how well they were matched with o —
another person (e.g. 90% match). = —T—
"l want to know how well I'm matched...give . e
me confidence in that match.” . T
> Several users demonstrated what they felt were i St e
“flaws” in the matching system. : .
-~ —TTC—
“| indicated that | was looking for people within : ]
a 20 mile radius of my zip code and | keep i
getting people that are hundreds of miles away 0w T —
in a different state.” '8 B i

My Matches (“New" Tab)

Anne, 35
CNow York NY) € cetto know each other
matched on: January 30, 2010

Send t@ﬁassage

last communication: January 30, 2010

Individual Match
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The Match.com Way

17
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Identifying Matches | Match.com

match-com | Search \‘“;;a(ches | Daily5 | Messages | Profile

e m———— () 1 New Wink Daﬂy5 5 New Matches

Home

= Let Match.com introduce you to nhemis[l’y where our unigue approach matches you in an entirely different way.

> User reaction to this screen was positive for the

Whe Will You "Like at First Sight"? Eallabeit
Tell us what appeals toyou in our Like at First Sight Beta Quiz. Your answers

most part. However, more experienced users

. . : . . lam a: Between ages:
Wanted tO see Separatlon between ”COnneCthnS” | will help us find you better matches in the future. Take the quiz now » ) ana
niti ! INBOX PEE—— .
that they had initiated versus ones they hadn't, as INBOK TATE e CONNECTIONS Locaet ;h?msunly
. . - __ nine nomy
these were more valuable to them as indicators inks (2)

wha's Wiewed Me

. . sort: | most recent | show: | everyone (47) |
Of m Utual Ihterest. Whe's Faverited fle SEEa—— more search options »

MatchTalk phone book
You have 47 connections, 123 Mext

Ernails sent (&)
winks sent {0)

“When | send an email to someone it's because iy Favorites (46) ‘ .
X . she winked at you
| am interested in them. If | hear back from MY PROFILE L] @ ours ase

them then | want to be able see this quickly.”

‘ Care Vl GO »

you favorited har
2 days ago MATCHES

We do the matching, you start the conversation.
YYour personalized matches, all in one place. GO »

SingledOut | Daily5"+" - - | Mutual match &
you favorited her wou fauurltad her

2 days ago 2 days ago

{add/edit phota)

Wiewed 1741 times,
Creset to 0O)

you smailad her you smailed her
wisibility settings 2 days ago 3 days ago

Account settings
MORE LIKE HER » MORE LIKE HER »

she winked 2t you you favorited her
10 days ago 18 days ago

QUICK LINKS
Blocked profiles (7)
Removed profiles {633)

match | ProfilePro

Get profile help »

And get more attention.

Home
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Identifying Matches

Daily5

> All of the Match users we spoke to mentioned
they used this feature of the site. However, there
was some variation in the reasons for doing so.

> The most common reason given was that this is a
"quick and easy” way of seeing a few possible
matches without having to do any significant
“work.” Users liked the “short version” of the full
Match profiles as they contained pictures and the
basic information that users told us was so
important initially. In the spirit of a quick read,
only the first few lines of some of the In Your
Own Words section are also shown. The simple
“decision” buttons (Yes, No, Maybe) are very
easy to understand and if the Yes button is
selected the potential match is notified.

> We surmise that the reason that this type of
profile appealed to all of online daters we spoke
to is that while presenting a simple structure it
also removes any of the elements that more
“seasoned” online daters had problems with in
the full profiles for more details.

Match.com

o

match.com e ek e

T T

r5 .

B

THEFRE INTERESTED (1) #

wen (4 ¥

vous 1) .

Daily 5

CATALYSTGROUP

W H

s Like you, she's a dog lover,

s Like you, she's athletic and toned.

* She'd definitely like to have kids someday.
Does she spark your interest?

(Chick ves, No, or Mapbe o move on to pour next match,)

(@ ves ][ @ no | @ mavee | | Reclly meresteat

Yes/No/Maybe
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Identlfying Matches Match.com - Search

Custom Search ———

St 1 New Wink D5 5 New Matches

Watch Movies
From Netflix

> Match.com provides a fairly open approach to
dating. Users create their own searches which

can be very simple to quite complex. These match.com s R e e
s 1 New Wink  Dail5 5 New Matches

searches are based on their preferences and how

strongly they rate their importance (e.g. height). Eustom Sosrch L
> Several users explained that while Match'’s = s 3
approaches may seem to be a “logical” approach it -

LIFESTYLE

APPEARANCE

to finding a potential mate, the problem with

Match.com is that it relies on users providing

information about themselves and their mate R
which may not be objective — some people may

KEYWORD (¥

just be bad at knowing what they want or need,
or, at worst, delusional.

> Furthermore, the algorithms are not particularly

discriminating about what they appear to match.
This can result in some cases where a user does Customize Search Search Results
not provide any responses for some of the

multiple choice questions or they go “check-box

crazy.” In any event, we were shown examples by

a few users where they apparently had a strong

match with someone who had not provided

answers to many questions.

20
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Identifying Matches |

Mutual Match/Reverse Match

> |n addition to the custom search, Match.com
provides options to search by “Mutual Match” or
“Reverse Match.”

> |n “Mutual Match,” two users fit each other's
desired criteria (e.g. age, height, wants/has kids,
etc). For example, if Jane is a 5'6 female
searching for a 6’1 male, a “Mutual Match” will
list all males who are 6’1 who are looking for
females that are 5’6 (Jane's height). It's a case of
“You're what I'm looking for and I'm what you're
looking for.”

> In “Reverse Match,” a user searches for
potentials who are looking for him/her (i.e.
“They're searching for someone like you.”) Going
back to the previous example with 5'6 Jane, a
“Reverse Match” will list all males who are
looking for females that are 5'6.

> While both search options appealed in theory to
some extent, in practice the Mutual Match was
used only occasionally and the Reverse Match
only rarely. Users explained that the concepts
seemed tricky to understand exactly, particularly
the Reverse Match. Some users, who didn't feel
the search algorithms were particularly effective
with “normal searches” were not inclined to
experiment with more “exotic” ones.

Match.com

match.com

- acceunt | mobile | heip | sign oul

! ¥
Hame | | Matches | Daily5 | Messages | Profild

LR B @ iMewwink 05005 5 New Matches

Start a quick search...

Aidd or change your critedla, or search ddffarant locations.

| i Hetwesn ages: Localed;

*an looking for women M 30 ®jend 40 %] 110 | mdes of (1000

SEARCH MOW Hoap cussfomizing =

Heywol d:

More Search Options

—, Muiwal Match Reverse Mafch
i\"" VOuTE SEarching

o or each olher

sannune
eNEEEEm
&

U

ARsEssEEEEEEEEEEEERS assssssssssssssnnnnnn?

IEWEST MATCH MEMBERS S mOne &

X2 years o

Pz Yok, MY
e

36 veard old

Hoboken, b
—

3 yanre o

Pk Yk, Y

WOUR SAVED SEARCHES el »

& Photos only

Saved Search 11 M Ga

Oiilivee Morw:
Thire'ds e ir

me Work, N

Searches
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Phase 2: Assessing a Profile
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The Match.com Way

23
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Profile Review Sequence | Match.com
#1 — Photographs

> Next /Previous buttons are used to quickly
review photos.

> Photos are used to determine the degree of
“physical interest.”

> Good pictures are essential as they communicate
confidence and seriousness.

> Users liked the large picture viewer that was
embedded in the Match.com profile - as it
allows for quick browsing.

> Small photos, or ones in which the person is
difficult to see, don't work well

> Users ideally want to see a range of photos from

close-up to full length. This helps avoid surprises

----- « previous photo next photo =

if a date happens.
More of My Photos

> Several users pointed out that it raises a red flag
if photos don’t seem to show you at a consistent
age.

> Users look for clues in the photos (e.g. is the

match always partying in their shots, do
backgrounds suggesting an interest in travel, an
untidy apartment etc.).

> If the potential match does not pass this step,
virtually all users said they would bypass this
person.
24
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Profile Review Sequence | Match.com

Active within 24 hours

39-vear-ald waoman

Mew vark, Mew Yark, United States
seeking ren 38-42

within 10 rmiles of Mew York, Mew York,
United States

Relationships: MNever Married

Hawe kids: M
Want kids: Mot sure
Ethnicity: White / Caucasian
EBody type: about average

n Height: 5'11" {180cms)

: Religion: Christian / Catholic
Smoke: Mo Way
Drink: Social Drinker

CATALYSTGROUP

#2 — Basic Information

> Match users found it useful to see when the
user last logged on - i.e. "Active within ...
hours/days/weeks” as this signals how
available a match might be.

> Users wanted to ensure that their potential
date met at least some basic criteria. They are
looking for deal-breakers (e.g. if a user wants
children but the match does not, then there is
little point continuing with this profile).

> The most commonly cited deal-breaker details
were : Age; Distance; Height; Have Kids; Want
Kids; Smoking; Religion

> Several users pointed out that it's important
that people are honest about this information.
Many users reported they have been on one
or more dates where they have discovered
this information is not as stated on their
match'’s profile. Meeting under false pretences
creates the wrong dating ambience.

25
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Profile Review Sequence

Match.com

In my own words

for fun:

In ry free time, I like to hang out with friends, go
an rini adventures in WG - like head down to
Brighton Beach for Russian faod or explore Jackson
Heights. I like to mest friends for brunch, shap, and
all the usual stuff girls like to do

favorite hot spots:

I love to travel. Favorites are Spain, France and
Thailand (rny parents lived in Bangkok for & few
years so 1 spent a couple of summers there during
college). Greece is on the top of my list of places ta
go to next,

last read:

Tlike to read and my tastes are varied. Recently,
T've read Malcolm Gladwell (don't lave him3, John
Irving, Mark Helprin, and Saul Bellow, Currently I'm
reading Jane Austen. I also lave trashy tabloid
magazines!

About me and who I'm locking for

1 find this wery difficult to do - &5 I'm sure
many other people do, So awkward, but
here goes

1 have been in NvC for about 10 years and
now consider myself 3 Mew Yarker. I love
the city and all it has to offer. It's odd that I
gravitated to the city because I grew up in
relatively small cities all over the country,
My family moved around a lot as my dad
was taking on different roles in his
company. (Mo, I'm not an Army brat.) I
think that all the moving has made me
pretty adaptable. I can usually hold my own
in just about any situation.

I'm laid back and easy going but definitely
have apinions and can argue a point when I
want/need to, I'd say I'm also grounded and
fairly low maintenance.

1 hawe a great group of friends and love
spending time with them. [ enjoy going out
for great meals and for cocktails, but I also
really love to entertain and have intimate
dinner parties. My cooking skills are decent
and I can crank out a pretty good meal.

My family is very important to me. My
parents are down South (NC/SC) and my
two sisters, brothers-in-law, and 4 nephews
aren’t nearby either. But we make an effart
to get together as often as we can, When it
comes ta family, [ consider myself very
lucksy.

I like my job - store operations for a major
wornen’s apparel company. I can't say that
1 love it every day, but I do love it most
days, so overall, I'm in a good place,

While things are goad in roy life, at this
point I'm really ready to find someane great
to share it with,

I'm looking for saormeone who's smart - but
not too smart 1), likes to be social and have
fun, enjoys traveling {to far away places or
even nearby), has a good relstionship with
his family and walues it, is easygoing - but
isn't uber laid back, I like to wark hard and
do things well and I'm looking for that same
trait in someone else.

Are you that guy?

P. E. One of the photos is from this past
Halloween - my Atlantic City gambler
interpretation.

#3 — Free Text

> Match users tended to look at the In My Own
Words section to try to identify “touch points” of
common interest or simply things of interest.

> Users varied in their behavior regarding the About
Me And Who I'm Looking For section. Some
would look at this section and others felt it was a
waste of time to do so before assessing the About
My Date Section.

> Users, particularly more seasoned ones, felt that it
was better to read about a match's interests than
to rely on the “computer generated Chemistry
Analyzer” shown in stage #5.

> Many users talked about the importance of
spelling and good grammar. While a match may
have a stylized way of expressing themselves in
writing, it was clear that judgments are being
made and comparisons to other information
supplied (e.g. education level). Several users
talked about the process as being one of
simultaneously looking for red-flags as well as
information that might indicate a potential match.

> Users also mentioned the importance of

completing these sections since sparse or no
information tended to reflect badly on the match.
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Profile Review Sequence

Match.com
About me
Hair: Light brown
Eyes: Hazel
Sports and Golf
exercise: Racguet sports
skiing

Exercise habits:

Interests:

Education:
Occupation:
Income:
Languages:
Politics:
Sign:

Pets I have:

Pets I like:

About my date

Hair:
Eyes:

Height:

Body type:

Languages:
Ethnicity:
Faith:
Education:
Job:

Income:
Smoke:
Drink:
Relationships:
Have kids:

Want kids:

walking / Hiking

Coffes and
conversation
Caooking

Dining out
Exploring new areas
Movies/Mideos
Museumns and art
Music and concerts
Perfarming arts
Playing sports
Travel/Sightsesing
Wine tasting
Bachelors degree

Retail / Food services

English
Middle of the Road

Scorpio

Cats
Dogs
Harses

&6'0" {1B3cms) to
&'0" {244cms)

A few extra pounds
About average
Athletic and toned
Slender

Enalish
white / Caucasian
Christian / Catholic

Bachelors degree

No Way

Social Drinker

Mo

Mot sure

#4 — About Me & My Date

>

The About Me section of the Match profile was
only thought to be somewhat useful at best.

On one hand it provided some factual
information about a match (e.g. hair, eye color,
education level).

On the other hand many users complained
about the generality of the “checkbox” options
used in the Interests section. For example
“Interested in dining out” was often pointed to
as useless information.

Several users thought that this section could be
much more useful if there was an option to
provide some detail in a free text box. E.g.
“Cooking - | like experimenting and making
dishes from all over the world, particularly
Asia.” Adding these personal touches would be
a good opportunity to reinforce information
provided in the free-text sections in stage #3

A few users felt that how a person completes
this section indicates something about them. A
person who goes “click crazy” doesn’t come
over as particularly discriminating, and a person
who barely answers any of these sections can
appear to be making little effort.
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Profile Review Sequence

Match.com

13 ways you match
Comparing yvour profiles side

by side is a quick way to
calculate chermistry

SHE MATCHES YOU MATCH
You HER

hge

N )

Height
Eve color
Hair color

Body type

OJONONON )

Smoking

T2 @@

Drinking
Job

Incorne

@@

Ethnicity
Religion
Education

Languages

T @@®
@ ®

Marital
Want Kids

@€
I:I:I

Children

Exercise

Exercise
Type

Hawve pet

@@
T@® @

Like pet

Politics

@
I:I:I

Interests

#5 — Ways You Match

> Barely any of the users we spoke to paid any

attention to this area. This was confirmed in the
eye-tracking data we collected.

When asked why this was, users provided a
number of replies: a) it's too much of a mixture
of important and unimportant information (e.g.
Hair Color and Children); b) it's too vague (e.g.
Interests — does it mean all interests indicated
match or just one?); c) at best, it indicates a
very rough level of matching and no-one
thought it was an effective way of “calculating
chemistry'” as claimed in the paragraph above
the table.

28



ONLINE DATING — USABILITY STUDY REPORT CATALYSTGROUP

The eHarmony Way
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CATALYSTGROUP

Profile Review Sequence

@Harmony' Home MyMaiches Reporis My Settings  About Me

Can Your Hosting
‘Weather the Storm?

 wishes MORE peaple w

My intsreste

ordingta my fands

eHarmony.com

#1 — Photographs

>

>

Once again, photos are important to determine
the degree of “physical interest.”

Users seemed less receptive to the photo viewer
on eH compared to the comments we heard for
Match. The primary complaint was that the main
imbedded picture could be a little larger (a larger
photo viewer is available but users were not
enthusiastic about it appearing in a separate
panel).

The following points are identical to the ones
raised by Match.com users

Good pictures are essential as they communicate
confidence and seriousness.

Users liked the large picture viewer that was
embedded in the profile — it allows for quick
browsing.

Small photos, or ones that are hard to see the
match in, don’t work well.

Users ideally want to see a range of photos from
close-up to full length. This helps to avoid
surprises if a date happens.

Also, several users pointed out that it raises a red
flag if photos don’t seem to show you at a
consistent age.

Users look for clues in the photos (e.g. is the
match always partying in their shots, do
backgrounds suggesting an interest in travel, an
untidy apartment etc.).

If the potential match does not pass this
assessment step, virtually all users said they would
bypass this match.
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Profile Review Sequence

@Harmony' Home MyMaiches Reporis My Settings  About Me

Cceupation:

Age:

e Height:
Can Your Hosting
Weather the Storm? Has Kids:

Wants
Kids:

Match
Delivered:

Basic Information

a7
g7
Mo

Mayhe

January 10, 2010

Ethnicity:

Religion:

Drinks:

Smokes:

eHarmony.com

You first viewed this information on January 10, 2010, 05:584M PST.

‘White, non-Hispanic
Spiritual, but not religious
Ahout once aweek

Mever

#2 — Basic Information

> Many users felt that this information was very
important after looking at photos — just like on
Match. However, most eH users said they
thought this information would be more
usefully positioned to the right of the
photographs as this would facilitate a more
efficient evaluation process

> Several users also pointed out that they
thought the information was too “spaced out”
and it would be more efficient to scan the data
if it was organized in a single column
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Profile Review Sequence | eHarmony.com

€Harmony' Home MyMatches Reports My Settings  About Me

The one thing . === i5 most passionate about:

mMost profiles you read are likely to say "l am most
4 passionate about learning and expetiencing new

P things." All of the personality type tests | take

i -hi confirm that these two characteristics are in fact
what motivate me most. | recently traveled to China
and arm hoping to add Latin America, Scandanavia
and Africa to the list in the near future. | am
definitely the adventurous type and there are so
many places | wantto see and experience... | Know
iy life's adventures would he a better trip with the
right companion.

The most important thing is looking for in
2 person is:

Intellinence, integrity, ability to laugh at yourself
rand mel), self-aware, and creative in some way.

CATALYSTGROUP

#3 — My Passions & What I'm

Looking For

> A few users thought that learning about a

person’s passions and what's important to that
person was less important at this state
(especially given its prominent location). As one
user put it “why would | bother reading about
this person before | knew if they wanted kids
like | do?”

As a result we hear most users say that they

thought this information should trade places
with the Basic Information section.
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Profile Review Sequence

eHarmony

e

Something 1o Talk About

Can Your Hosting
‘Weather the Storm?

Commanication Agvice

My intsreste

Accordingte my frands

In my own words

The most influential person in

eHarmony.com

life has been:

My grandmother - the eighth often children, she was college-educated, traveled to South Americain
the 19205 to teach, came backvia coffee boatto marry my arandfather (a piloty, flew during the Berlin
Airlift and dined with 4 presidents. She was an amazing mixture of intelligence, grace, and sawy. She
didn't cook or drive, but that didn't stop herl She also believed | could achieve anwthing . | still

appreciate her boundless confidence in me.

The three things which is
most thankful for:

= Being adopted by great parents and farmily

® Supportive friends who are honest with me

« Freedom to think, speak, believe, and
appreciate the world as | find it

Three of best life-skills are:

s Continuing to expand my knowledge and
awareness

« Achieving personal goals

* Maintaining a network of close friends

The one thing wishes MORE people would notice about her is:

My feet- they are GORGEOUS! Ok --- that's a joke, not an appeal for foot fetishists. | would say that
being smart is not a social disease... my guy friends say that | can be pretty intense at times but | do

have a soft & sensitive side

The things can't live without are:
tennis balls - for my German Shepherd
my friends
sunshine
laughing

coffee & chocolate

The first thing people notice about

vis:

My laugh. It does tend to carry. Also, | use big words (and getteased mercilessly) and | like

wide-ranging conversations that last all day.

Some additional information

wanted you to know is:

Must LOVE dogs. | have a German Shepherd and a Chessie mix. Raising one and adopting the other
is the bestthing Ive ever done. l'wish the US was more like Europe where you can take your pets

everywhere.

My interests

typically spends her leisure
time:

Finishing up MBA program, walkingdhiking with
my dogs, experimenting with my new camera,
tunhing {indoars, | know, I'm a wimp). Guilty
pleasure - Guitar Hero on Wi After that,
reading - mostly non-fiction; finding quality time
to spend with fiends and family; international
travel; other interests include: cycling, scuba
diving, golf, rollerblading, award-winning films,
art history, architecture, mostthings historical,
snow skiing, photography, and cooking.

According to my friends:

- friends describe her as:
Generous
Articulate
Spontaneous
Intelligent

One thing that only

The last book read and

enjoyed:
I bought a Kindle in August (hest purchase in
20090 - am currently reading an autobiography
of Ayh Rand, "The Year That Changed the
World" (aboutthe end ofthe Cold War),
“Getting Things Done” by D. Allen, ahoutto
start"The Boltet", "SupetFusion” about
USIChina, "What the Dog Saw' Malcolm
Gladwell's newest, "SuperfFreakonomics”...
yes, lread a lot

best friends know is:

Iwill drop everything to hang out with thern, if I'm in town. While that sounds a hit sel-congratulatory,
my schedule is pretty full and when they're available and I'm around, I'm there. Wherever there is

Return to My Matches

CATALYSTGROUP

#4 — In My Own Words, My

Interests, and According To
My Friends

> The information provided in this section was not

thought to be as useful (as on Match’s equivalent
"free text” sections). This was due to the
“formulaic feel” that parts of it conveyed which
tended to result in:

(a) Significant repetition in answers to several
sections, which was noted after users had read
many profiles. This seems to suggest that it is not
a good way of helping a person differentiate
themselves.

(b) Masking of subtleties between people due to
limited number of canned answers to some sub-
sections.

(c) Sub-sections like One Thing That Only [the
person’s] Best Friends Know... were generally
thought to be a bit “hokey.”

The [Person] Typically Spends Her Leisure Time: in
the My Interests sub-section was thought to be
reasonably effective as it was very open ended.
As with Match, when users do not complete a
significant number of sub-sections it conveyed a
very poor impression as it suggests little effort is
being made to seriously engage with the process.
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Profile Perceptions

Which profile is easier to assess
for potential compatibility?

> After learning how users assessed individual
profiles, we were interested in how users
compared their judgment versus those selected
by the computer.

> The details in this example are illustrative of
issues raised by many of the Match users (both
male and female) the specific points were
repeated often.

> Match users generally felt they were more

confident about assessing the potential of a
match with a profile of the type on the leftversus . = '"
that on the right. Reasons given included: = -
(a) There are more pictures

(b) More "free-text” sections have been
completed

(c) More detailed information has been provided =%
in the About Me And Who | Am Looking For
section (middle column)

(d) The user appears to be more specific about e

what they are looking for in a date =
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=

= s | e o | g
Mume | Seaich | Maches | Dailyd | Mesages | Prafle

Effectiveness of computer matching?

> We also asked all of the Match users to talk about their
perceptions of the “computer” matching offered on this

site.

e —

> A few users said they paid attention to the Number Of

13 ways you match

oo "
| 20 ways you match
' . ] Corparing your profiles side

man ] Corr!par_ing your profiles side e . wew by side is a quick way to
by side is a quick way to calculate chermistry

Ways You Match Section. But none felt that this was an

indication of good “chemistry,” as claimed in the

introductory paragraph. At best, they felt it might be calculate chemistry r
considered a rough indicator of common traits each party R, BT | MES YO MATGH =2 g, || SErascHEs You SToH
is looking for. vou HER T ) )
6 Age i? Age (?
— . — &) Height (5]
> However, the majority of Match users appeared to avoid FER RS O Height © @ Eyecol ]
. . ST ST @ Eye color =) - we color 9
this area altogether (This would seem to be supported by A ® rorconr | ® @ Haircolor @
the eye-tracking heatmaps for Match profiles). Typically il @ cotytype @ '8 Body type 8
users felt this indicator was “broken”, “unclear how it S ®  smoking ) 6 Smoking 6
works"” or simply “too crude” to be useful. S i @  Drinking 8 Drinking 8
1ab 6 8 Job 8
Income 6 . Income .
_— @ Ethnicity 5] @ Ethnicity [a]
= @ Religion @  religion e
;.y @  Education @  Education [
o] Languages (2] 5] Languages [
- & Marital [S] 6 Marital 6
wWant Kids 6 W ant Kids 6
@  children @ @  children I
Exercise 6 Exercise 6
(%] _lli_:;;mse ® (? E_:;:mse (?
6 Have pet 6 '8 Have pet 8
@ Like pet o v @ Like pet (2]
Politics f Politics
6 Interests 6 '8 Interests ~
p— .
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= s | e o | g
Mume | Seaich | Maches | Dailyd | Mesages | Prafle

Effectiveness of computer matching?

> Several users assumed that the information in the About
Me and About My Date sections (red border) was used to

determine which “green lights” are displayed. However,
several questions were raised which diminished confidence

ot e A |

in its value:

13 ways you match

ey "
| 20 ways you match
' . ] Corparing your profiles side

mane | Corr!par_ing your profiles side e ) by side is a quick way to
by side is a quick way to calculate chermistry

(a) If several interests (e.g. multiple kinds of exercise)

are indicated by both the Match user and on a caleulate chemistry e
matching profile, what constitutes a match? All R, BT | MES YO MATGH =2 g, || SErascHEs You SToH
interests have to match, only 1 from each side? veu HER = . .
6 Age g Age g
— _ Height
(b) If “no answer” is given for a particular criteria how s O Height ® o Eyegmlor o
can it generate a “green light”? Therefore, anomalies mEEm g ::rzl;rr g @ Haircolor @
arise where with less information supplied the profile ool ® todytype O 8 Body type 8
on the right suggests a higher level of “chemistry” S ®  smoking ) ® | smoking e
than the profile on the left for the same Match s (e @  Drinking ©  prinking ®
member. e Jab e @ | 10b (<)
Income @ . Income .
. . — @ Ethnicity =) ©  Ethnicity e
(c) Not all “green lights” are considered equal. E.g. = ® religion @  religion <]
Eye color compared to Wants Kids. = @  Edusstion @ Educaton | @
o] Languages (2] 5] Languages [
- @ Marital 5] @ Marital [
want Kids @ want kids (5]
@  children e @  children e
Exercise @  Exercise (5]
(%] _lli_:;;mse ® (? E_:;:mse (?
6 Have pet 6 '8 Have pet 8
6 Like pet 8 6 Like pet 6
Politics : Politics
6 Interests 6 '8 Interests 8
T 1 r

36



ONLINE DATING — USABILITY STUDY REPORT CATALYSTGROUP

Profile Perceptions | Match.com

p—

Where do users spend their time
looking on a Match profile?

> We were particularly interested in seeing if there was any
difference in attention paid to where users directed their
attention on the Match profiles. This was because we
wanted to see if users paid more attention to the areas we
called “the personal touches” (e.g. free-text, photos) as
compared to the “computer matching” tools such as the
Number Of Ways You Match Area (lower red box) and the
Match Words (upper red box).

> We created some hybrid profiles (one for men and one for
women) and asked participants to imagine that their
respective match profile had been selected for them. Users
were told that it did not make any difference whether they

ultimately were interested in the match or not. What we
were interested in is understanding how they assessed
their match. Users were allowed to spend as much time as
they wanted reviewing the profile.

> The results support what users told about their assessment
process in as much as they paid attention to the “personal
touches” as opposed to the “computer matching” tools
which received comparatively very little attention.
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Profile Perceptions | eHarmony

EHHI‘I‘T‘IOH}’ Home My Matches Reporis My Semings  About Me m engmony' Home | MyMaiches Repors My Seftings  About Me

Which profile is easier to assess for
potential compatibility?

Plus, get a new

- ' iPod
S o e “| touch.

ot Bas Ernce

> eHarmony users felt the assessment process was much

Can Your Hosting
Weather the Storm? e

more effective for profiles that were more complete.

Communication Advice

> As the eHarmony matching process is hidden from users,

B oveun = Madkbox [ B m'
they only have the information provided in a match’s s e R
profile to determine if they want to start communicating g o .
with that person. The profile on the left clearly delivers - 5t — o iy cwmwrde
SO The ives things which Sumss is
more information to a potential match. o
In iy own words. B
The mostinflusritial personin |#fe bas besn: My irterents
e 192003 e, ama bk o Doatiy T v oraneer A BIGE o eBein lsasr typicaly spands har leleure time

OMINE: TRENATD I 12T DTITVAN S DIORIATIOEY

Azcording to my friends:

Effectiveness of computer matching?

sy friends describe her as

> We also asked all of the eHarmony users to talk about
their reliance on the “computer” matching offered on

Fstrm Ly My Matclaes

this site. o ’
> There was strong consensus amongst all of the users we

spoke to that eHarmony's claim to match people on the - e iR

basis of “29 levels of compatibility” was good ——— ———

marketing. However, eH users said that they did not feel

that the matching algorithm was any better than those tyirarvts

offered by other dating sites, as there was no feedback e i

as to where the exact areas of compatibility are. The

idea of “just trusting the system” was not appealing.

Furthermore, for most users the guided communication T »

process was not thought to be significantly better than i

simply emailing a prospective date.
> The main reason for using the service was "it's another e e e e e

pool of potential matches” although most felt that eH

users seemed more focused on longer term R e T 38

relationships.
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Phase 3: Communication
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The eHarmony Way
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Communication eHarmony.com

lcebreakers

H Personality Profile
> Assuming a profile is of interest, an eHarmony About Me R Mailbox

user may initiate contact by sending an
W' Send an Icebreaker to

See something you like? Whether you want to know more or simply want to let someane know you're
interested, lcebreakers are a guick and easy way to communicate your feelings. You can send 1
lcehreaker per match absolutely free.

“icebreaker” which is a list of predetermined

answers.

> Most users thought this was a poor way to
facilitate communication with a match; many

] ) ] . Interested? Choose the message you want to send to& today:
users said they didn't use this option as they felt
. " " T . Let's getto know each other using Guided Communication first. v
it was “cheesy” and “silly.” A few users said they
had received one and had responded, only to [ |
) TS vETIEERE

never hear back.

Mote: Limit 1 [cebreaker per match.

Icebreakers (Screenshot Needed)
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Communication | eHarmony.com

The 4 Steps of Guided Communication

> Step 1: Get to Know Each Other
A user initiates contact by choosing 5 questions
from a list of 57 questions and sends them to a
prospective match. Assuming the interest is
mutual, the prospect will send his/her top 5
questions.

CATALYSTGROUP

ﬁg Fremiym Farianail Frafa

Ganiied Communicabon (S in Presd)

About Me

Fam aneed Comsraricaion oo sl

n Gt s Hnaow st Hawes & L T TR i

ﬂ ablarmuoimy Mail
warh olive Cant Srands abcal by

el D krew HEr « Holum 1o Wy Malrhes

Tz folgwAn( & ie g e el wou Send e skl mes you comenui: aied with & maicn Tydl sish 0 ues
these questons, click the "Eand Camslions” bufon. Use the "Edf® buton o make new seleclions

L Horey ofiers do poru lnse pour Sempe T View Chocas | W

2. Wehan s relatiorship, Biow much parsonal spata 0o vl
penemily find vou need?

Wi Choigsy ¥

A WWhich af e Aasing mMamage Esoss &y 50 fnDeTY Viaw Choloss | ¥

4 'What e descrises vour parenis’ el aborship lowsds
CET LT

Wi Chowsi | W

5. ‘Whare do you see yoursall e in 15 yaars™ e Chocas. | ¥

Step 1: Get To Know Each Other
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Communication eHarmony.com

The 4 Steps of Guided Communication

> Step 2: Must Haves & Can't Stands svouttte fereaers TS

Users exchange each other’s respective lists Gt Carenincan sz TR Must Haves:
" I, " Get 1o hnow Must Haves & Learm mofe \ eHar iy Mail
of “Must Haves & Can’t Stands. ALl A Intellect... I must have a partner who is bright and can share my
ot Must aves & Con't Btards, | Her Must Haves & Can' Stands understanding of the world as well as enjoy

Fead Her b 1 Can't Stands Belurnfo Wy Mstches discussing important issues

Aicia san her Must Haves and Can? Stands on Geptember 14, 2008, 09.26PM POT

Reiewe e st carefully and ask yoursaif honasty How many of fess citerla i wit wha | am? There wil

e arnple ime or yau 10 &3k ANl for clarfcation of Sams and har (Merretation Once youve nished

reading i list your next step will be 0 send her yous Must Haves and Can' Stands Sense of Humor... | must have someone who is sharp and can enjoy the
Must Haves: humorous side of life

Inteliect..,

riaht and can shara my
g wel 48 Bnjoy

Sense of Humor... someane who s $ham sad an ajcy me Loyal... I must have someone | can count on to always support
bty me
Loyal.. I MUSt haYe EDMEDNE | £30 LOUN 0N 10 AMEYS EUOPOM
Spkof Voluntseriam..  Ir T e Spirit of Volunteerism... | must have a partner who shares my willingness to
causes volunteer and support community andfor social
Exciting... whoar afaid o i recand tauses
vt
Energy Level... | st hisve S0mEane whose energy level malches my
Affectionate... 8 COMEMabiE giving and Examples Of M USt Haves
Strong Character... parinerwho is hanest and strong
9
Chemistry...
Ambition...
e Can't Stands:
Lying...
Lying... | cant stand someone who lies to anyone-especially to
Rk me
Poor Hyglene...
Racist. Rude... | cant stand someone whao is belitling, impatient or
hateful to people in any situation
Cheating... I cant stand somecna who lskes apvantage of people
o il sty bl Poor Hygiene... | cant stand someone who is not clean
Orugs... | cant stand somaone who usss (llegal recraational
drugs. 2
= Racist... | can stand someone who believes that any particular
ethnic group to which they belong is superior to the
Mean Spirited... canstand some 8 OV haturd g rest of humanity

|
s mean 1o athers

Step 2: Must Haves & Can't Stands Examples of Can't Stands
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Communication eHarmony.com

The 4 Steps of Guided Communication

> Step 3: Learn More About Each Other > Step 4: eHarmony Mail
Users write in their own answers to 3 "free response” Users begin exchanging standard e-mail messages
questions. with each other.

About Me lcebreakers About Me Icebreakers B2 Mailbox

L aboid, Comimainiation of, sHanmony Learn shout Communication on sHarmony
Gt o know Mt Hive's & Lean mate eHarinoary Mail (1) Get to know ) O Must Hoves & Learn more © °Hamon Mal
D gonsner O consimts 9 i o Glsiee ) F) Sutissd )
Vol g QUestons | Her 20d Questions Communicate with « Betum to My Matches
P [ Wite New Message | Expand All || Collapse All || Printable Version
C.umslmnv ware 5@ by mm—on 2008, sme— Sender Subject Date
Yo S enl yir BRSwers on 009,
-

. Besides hove, what ene irait have you neficed in couples that have maintained a successtul

ralationship for mamy years? « et fn My Maithes

-- - - - -
=uu Y 1 s
- == = =
= n
»
L]
afe L L : L] +
L= ] - L I N Sl e N
[ - _ N T® L i
L] =

Step 4: eHarmony Mail

. Tondght you can do amything you wand, i penalises, no reprisats, and ihe cost is
wnimporiant, Wil are you going to da?
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. Tall me abou your closast friend. How leng have you known fimher; and what do you like

besl aboil hirhes?
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Step 3: Learn More About Each Other
44



ONLINE DATING — USABILITY STUDY REPORT

CATALYSTGROUP

Communication eHarmony.com

> “Fast Track”
Users also have the option to skip steps 2 and 3
and communicate directly with a prospect.

Step 1: Get to Know Each Other

\ 4

Step 2: Can’t Stands/Must Haves

\ 4

Step 3: Learn More About Each Other

v

Step 4: eHarmony Mail

"Fast Track”
(only available if both users consent)
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User Reaction to the 4 Steps

> Reactions were mixed about eHarmony's
communication process. Several users who
described themselves as less confident and
comfortable with online dating liked the guided
communication as it helped them get to know a
person more deeply before meeting them.

“I need a longer lead time back and forth. It
gives me time to rethink.”

“I like that it allows me to discuss things that
are important rather than just starting with free
form e-mail.”

> However, many users who had completed the
process a number of times felt it was
cumbersome and mechanical, especially if there
was a high volume of matches and that it could
take at least a few weeks to reach step 4 (e-mail).

“It's painstaking. | cut and paste my answers.”

> Several users felt the list of questions in Step 1
and the list of Must Haves/Can’t Stands in Step 2
were too general and “robotic” - that they
lacked a personal touch and didn’t help them
learn more about a person.

Step 1: Get to Know Each Other

\ 4

Step 2: Can’t Stands/Must Haves

\ 4

Step 3: Learn More About Each Other

v

Step 4: eHarmony Mail

"Fast Track”
(only available if both users consent)
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The Match.com Way
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Communication Match.com

Email/Wink/Get a Number
. B EMAIL HER »
> These functions are one of the more notable aEeE——..
differences between Match and eHarmony.
Specifically, Match makes these tools available on | ¥ |
all profiles so potential matches can start —
communicating immediately. & GET HER NUMEBER »

> Several users pointed out that they “don’t do

Mot on IM right now

winks" (neither sending them nor paying much
attention to them if received). The main reason
given was that they did not consider winks to be Communications Options

as serious an indicator of interest in a potential (Email, Wink, Get Her Number, IM)
match (as they are so easy to send, requiring

nothing more than a button press) as compared

to a few well chosen words in an email which

requires much more effort.

48



	A Usability Study of Online Dating�
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Slide Number 27
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Slide Number 31
	Slide Number 32
	Slide Number 33
	Slide Number 34
	Slide Number 35
	Slide Number 36
	Slide Number 37
	Slide Number 38
	Slide Number 39
	Slide Number 40
	Slide Number 41
	Slide Number 42
	Slide Number 43
	Slide Number 44
	Slide Number 45
	Slide Number 46
	Slide Number 47
	Slide Number 48

