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Product Overview

About Chromecast: Chromecast is a media 
streaming device that plugs into the HDMI port on your 
TV. Simply use your mobile device and the TV you already 
own to cast your favorite TV shows, movies, music, sports, 
games and more. You can use your device as a remote 
without disrupting whatever is playing and also save 
battery for the device you use. Chromecast works with 
iPhone®, iPad®, Android phone and tablet, Mac® and 
Windows® laptop, and Chromebook.
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Business Goals: 
● Allow seamless streaming of digital content to television sets

● Leverage existing hardware (e.g. flat screen TVs with HDMI ports) and apps 

(e.g. YouTube) that users know and love, with a focus on Android/Google 

products

● Enable users to install Chromecast without external support

● Collect data on new and existing Google customers

© Google Inc.

© Google Inc.



Study Overview
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Problem Statement: Google believes that users can set up their Chromecast device on 
their own, without external support. Their aim is to make the setup process fast and 
intuitive, ensuring a high level of product usability and a low likelihood of product returns. 
Google seeks to understand and evaluate the current setup process.

Study Goals: 
● Assess the ease and intuitiveness of the self-service setup process for the 

Chromecast device
● Find points of user error and frustration
● Determine opportunities for design improvements in both the hardware and 

software

Scope: This research study is limited to the Chromecast setup process on iOS devices (i.
e. iPhone, iPad, Mac laptop). 



● Determined prioritization scheme (i.e. severity scales) based on client’s 

study and business goals 

● Identified target user group, based on client interest 

● Generated task scenarios and tasks, based on study and business goals

● Individually assessed the setup process for the Chromecast from the 

perspective of our target user group

● Consolidated findings as a team, discussing duplicative issues and coming 

to consensus on finding descriptions, severity ratings, and categorizations

● Our findings are organized into four phases and refer to both laptop and 

mobile devices unless explicitly stated otherwise
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Expert Review Methodology



Severity Ratings Definition Callouts in Report

Positive Aspect Indicates an aspect of the design that creates a 
good experience for the users, aids them in task 
completion, and helps support business goals.

Issue Indicates an aspect of the design that caused 
mild confusion and/or frustration. May delay, but 
unlikely to prevent, task completion. Has minimal 
to no impact on business goals.

Critical Issue Indicates an aspect of the design that caused 
significant confusion and/or frustration. May 
necessitate an assist from a third-party (e.g. from 
customer support, friend/family, evaluator). May 
prevent task completion. Has significant impact 
on business goals.

Severity Scale
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Target User Group For Study
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● 45-80 years old 

● Does not to typically set up electronic devices in their 

home, or typically needs help when setting it up

● Have access to an iPad (iOS 7.0 or higher), iPhone (iOS 

7.0 or higher), or a Mac laptop (MAC OS X 10.7 or 

higher)

● Have a TV with an HDMI port

● Have access to a home Wi-Fi network

● Have Apple ID account and access to login info

● No prior experience with Google Chromecast
Image sourced from  © Getty Images



High-level Tasks
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1. Evaluate and open the Chromecast box

2. Follow instructions to setup the Chromecast

3. Validate that setup was successful by casting content



Summary of Findings
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Chromecast is appealing in its simplicity. Consistent with the Google brand that people know and 
love, this product largely conceals its technical complexity with clean, simple, and unintimidating 
packaging. Chromecast also provides clear and immediate feedback when the user successfully 
sets up and casts from the device. 

However, evaluators identified several areas in which the product could better support the target 
user group, ensuring that they are able to complete the setup process without external support.

These areas for improvement include:
● The need for more comprehensive onboarding and technical support for non-tech savvy 

users (e.g. What is HDMI and where is the HDMI port located a TV?)
● The lack of visual clarity in packaging instructions and UI of the app and browser extension
● The inconsistency of icon appearance and terminology
● The lack of user control at points in the setup and casting process
● The lack of sufficient feedback in error messages



Workflow Phases 
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1. Unwrapping & Connecting  
    Chromecast to TV

4. Casting 
    Content

2. Downloading App   
   or Browser Extension

3. Setting up the 
Chromecast with App or 
Browser Extension
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Summary of Report Findings



Phase 1: Unpacking & Connecting 
Chromecast to TV

11 findings:*

3 positive findings

5 issues   

3 critical issues
12*Additional findings in the attached appendix.



Easy to open packaging
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No scissors are required to open the package. Instead, there is 
an easy to pull, serrated plastic strip. 

This is particularly positive as many users within this group may 
have dexterity issues (e.g. arthritis), and frustration-free 
packaging is a great way to start off Chromecast experience.

Severity: Positive Aspect

1
1

Chromecast package
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The setup instructions are immediately available upon 
opening the box, making it easy for users to get started.

Severity: Positive Aspect

Icons and some instructions used in the inner packaging 
sleeve setup diagram are small and hard to read.*

Yellow font on a white background and white font on a 
yellow background have low contrast, making the words 
hard to read.*

Severity: Issue

Recommendation: Increase size of setup instructions and 
diagram, including Chromecast icon, electrical "lightning 
bolt"  icon, and optional power source text so that they are 
more visible.

Increase contrast between the text and the background to 
ensure sufficient legibility of the text. 

1

32

23

*Related font size and contrast issues can be 
found in the appendix

While instructions and icons are readily available, some 
are hard to read 1
1

2 

3

Chromecast package (inner flap)



While it is good to give the option to use the USB for an 
alternative source of power, the instructions are unclear
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The user is able to utilize the USB port on their TV as a source of 
power, in lieu of the power cord, affording the user greater 
configuration flexibility.

Severity: Positive Aspect

It is unclear from the instructions on the inner flap of the 
packaging that using the USB cable will work as an alternative 
source of power for the Chromecast device, in lieu of plugging 
the power cord into an outlet. Users who might benefit from, but 
are unaware of, this option (i.e. users who lack an available 
power outlet) may experience unnecessary frustration.

Severity: Issue

Recommendation: Provide clearer and more actionable 
instructions regarding the USB power option. For instance: 
"Optionally, if you do not want to connect the power cable to an 
outlet, you could remove the power adaptor and connect the 
USB cable end to a USB port on the TV for power."

1

2

1

2

Chromecast package (inner flap)

Chromecast power cord



Power cord is too short and not clearly labeled
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The 5ft long power cord provided in the box may be too short 
to reach some outlets, resulting in additional user effort and 
possible frustration.

While the instructions call out for the user to plug-in the USB 
and HDMI cable, the physical cable ends have no clear labels 
or identifiers (e.g. HDMI, USB), potentially causing user 
confusion.

Severity: Issue

Recommendation: Increase the length of the power cord to 
support users with available power outlets farther than 5 feet 
away. 

Label each cable end with the corresponding name, such as 
HDMI or USB, so that users who do not know what each type 
of cable looks like can have guidance.

1

2

2

2

1

Chromecast power cord



It is unclear from the instructions how to plug the 
Chromecast into the HDMI port
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Step 1B on interior packaging flap does not explicitly state to plug the 
Chromecast into the TV using an HDMI port, possibly leading to user error.

The graphic associated with Step 1B indicating a sample HDMI port is not 
reflective of an actual HDMI port, which could make it difficult for users 
unfamiliar with this type of port to locate it on their TV.

It is not clear that the visual of the TV is associated with Step 2 of the 
instructions, which may lead to user confusion and/or errors. Additionally, the 
visual is missing content to help support the written instructions.

Severity: Critical Issue

Recommendation: Clarify instructions to be more actionable. For instance: 
"Plug Chromecast into your TV's HDMI port." 

Adjust visual diagram to more accurately reflect a sample HDMI port on a TV. 

Change text on visual to read "HDMI 1," "HDMI 2," and "HDMI 3" to signal that 
the graphic refers to switching to different HDMI ports and place this graphic 
in close proximity to Step 2.  

33

1

3

2 2

1

Chromecast package (inner flap)



Phase 2: Downloading App 
or Browser Extension

7 findings:*

1 positive finding

1 issue           

5 critical issues   
18*Additional findings in the attached appendix.



QR code potentially helpful, but its placement is confusing
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The QR code printed on the interior packaging flap 
appears before the 1-2-3 setup instructions. 

Scanning the QR code takes the user right to step 3 in the 
process (i.e. downloading app for phone or tablet). As a 
result, users need to back track to accomplish steps 1 & 2 
(i.e. plugging Chromecast into TV and power source, 
switching TV input). This could result in significant 
confusion and delay the setup process.

Severity: Issue

Recommendation: Place the QR code in close proximity to 
Step 3 on the interior packaging flap.

2

When scanned, the QR code printed on the interior 
packaging flap quickly and easily brings the user to 
chromecast.com/setup. This is particularly beneficial to 
mobile users, who may find typing the URL cumbersome 
or difficult due to dexterity issues.

Severity: Positive     

1

1

2
Chromecast package (inner flap)



Chromecast setup webpage is not tailored to laptop user
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Users who open chromecast.com/setup using a laptop 
are presented with buttons to download the app. 
Laptop users who attempt to download the app to their 
laptop find they are unable to do so, which could result 
in user confusion and frustration.

The Google Cast browser extension link is placed low on 
the page and may go unnoticed by users. 

Severity: Critical Issue     

Recommendation: When a user accesses chromecast.
com/setup via a laptop, instead of linking to app stores, 
instruct them to download the app on their mobile 
device.

Present the Google Cast extension first, app option 
second, when users are connecting to chromecast.
com/setup via a laptop. Alternatively, give both options 
equal salience.

1

2

2

1

Laptop screen (Chrome browser)



Browser requirements are unclear
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Users can only cast content from their laptop using 
Google’s Chrome browser. This is not stated on the 
product packaging or on the chromecast.com/setup 
webpage.

Users who open chromecast.com/setup using a 
different browser (e.g. Firefox) are unable to view or 
download the Google Cast extension. This may confuse 
users and lead them to seek out external support. 

Severity: Critical Issue   

Recommendation: Since Google wants to encourage 
use of the Chrome browser, state this browser 
requirement on packaging. Detect the browser from 
which the user is accessing chromecast.com/setup and 
inform non-Chrome users that they will need to install 
Chrome. List several of the benefits of the Chrome 
browser, and provide a link to download both the 
browser and Google Cast extension.

1

1

Laptop screen (Firefox browser)



Inconsistent Terminology
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The terminology used throughout the setup process is 
inconsistent (e.g. in packaging, chromecast.com/setup 
website, app, extension, Chromecast support 
websites). 

For instance, the terms "Chromecast" and "Google 
Cast" are used at different times. Other examples 
include country/region, install/add, and 
done/disconnect.

This may confuse users who do not understand that 
the terms are interchangeable. 

We recognize that the “Chromecast” vs. “Google Cast” 
finding may take some time to discuss and evaluate 
internally as it impacts Google’s overall branding of the 
product. However, we felt it merited attention. 

Severity: Critical Issue   

Recommendation: Keep terminology consistent.

1
1

iPhone  screen



The permissions are broad and intimidating
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When a user installs the Google Cast browser 
extension, they are notified that Google has the right 
to: “Read and change all your data on the websites 
you visit. Manage network connections. Discover 
devices on your local network.”
 
Users who are distrusting of technology might stop 
at this point and decide to return the product.

Severity: Critical Issue

Recommendation: If this language is legally 
necessary, provide additional detail on what these 
terms entail. Consider rephrasing the first bullet 
point regarding the reading and changing of data 
for better clarity. 

1

1

Laptop screen modal window



Phase 3: Setting up the Chromecast
with App or Browser Extension

9 findings:*

3 positive findings

3 issues

3 critical issues

24*Additional findings in the attached appendix.



It is unclear what to do without a strong WiFi signal
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Users must have a strong WiFi signal in order to set up the 
Chromecast. If they lack this strong signal, they can use a 
hard-wired ethernet connection via the Chromecast 
ethernet adaptor.

However, finding information about the ethernet adapter 
for Chromecast is difficult as it is buried in the Chromecast 
support site, leading to potential user frustration and 
delaying task completion.

Severity: Issue

Recommendation: If the Chromecast device detects that 
the WiFi signal is not sufficiently strong enough, the user 
should receive feedback with guidance to use a Google 
ethernet adapter.

Source: https://goo.gl/KDwTyT

1

1

Chromecast Ethernet Adapter

https://store.google.com/product/ethernet_adapter_for_chromecast
https://goo.gl/KDwTyT
https://store.google.com/product/ethernet_adapter_for_chromecast


“Add new device” language is unclear 
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Under the “Devices” tab it states , “Add new device.” It is 
unclear whether this refers to the TV or control device (i.
e. smartphone, tablet, laptop), potentially causing user 
confusion. 

Severity: Issue   

Recommendation: Change “Add new device” to 
“Connect new Chromecast.”

1

1

iPhone screen



Progress bar shows current and remaining steps
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On the “Connect to” webpage for laptop users, there is progress bar that shows the 
user where they are and how many steps exist in the setup process. This navigational 
aid sets user expectations and builds confidence.

Severity: Positive Aspect       

1

1

Laptop screen (Chrome browser)



Confirmation code builds user confidence

28

“Confirm Code” screens on the controlling device (laptop and mobile) and TV serve as 
helpful visual aids and build user confidence that they are on the right path. 

Additionally, the code is short enough to hold in working memory. 

Severity: Positive Aspect      

1

1

1
Laptop screen (Chrome browser) TV screen



Users may not remember WiFi credentials

29

Users may not remember their WiFi credentials when 
prompted to select their network. This may cause 
significant frustration, delaying or preventing the user from 
completing the setup process.

Severity: Critical Issue

Recommendation: While Google cannot provide 
individualized user instructions for finding a WiFi password, 
Google can offer general information and images 
regarding common places where a user might find this 
information (e.g. back of router), as well as suggestions for 
how to reset a WiFi password. 

1

1

WiFi router and iPad



Unclear progress indicator while connecting to WiFi 

30

Continuous rotation of the progress indicator 
(on TV screen) without change or indication that 
it is still actively working could create user 
confusion or frustration and may lead them to 
abandon the task prematurely.

Severity: Critical Issue       

Recommendation: Indicate that the app is 
making progress when connecting to the 
network. Follow other Google conventions such 
as Gmail’s “connecting” and “still trying to 
connect” messages. Warn the user that the 
connection process may take a minute or two.

1

1

TV screen



No ability to stop connecting to WiFi network
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When connecting the Chromecast via WiFi app, 
there is no way to stop the process (i.e. if the user 
knows they entered the wrong password). The 
user must wait for the system to give an error 
message then exit the app and re-enter the 
password, delaying task completion and 
potentially resulting in user frustration.

Severity: Issue    

Recommendation: Add a “Back” button or some 
other mechanism the enables to the user to step 
back in the  process.

1

1

iPhone screen



Error messages do not offer support to the user
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The message “Something went wrong. Check your 
network settings and try again.” is vague and does 
not offer specific aid to the user. 

The only option given is to select “OK” which does not 
indicate to the user what they should do next in order 
to proceed, leading to user confusion and frustration.

Severity: Critical Issue     

Recommendation: Offer the user an explanation of 
the error and link to the help page on network 
connectivity issues for Chromecast.

1

1

iPhone screen



Visual instruction showing how to cast

33

When the user completes the setup process on their laptop, they are presented with a “Let’s 
start casting!” banner. The banner instructs the user on how to cast a website with the Google 
Cast extension and visually indicates the casting icon. This builds user confidence.

Severity: Positive Aspect     

1

1

Laptop screen (Chrome browser)



Phase 4: Casting Content

8 findings:*

2 positive findings

4 issues

2 critical issues   

34*Additional findings in the attached appendix.



Chromecast training videos are hard to access

35

When the Chromecast is finalizing its setup, a training video for 
using the Chromecast with mobile devices begins playing. This 
video keeps the user engaged while the device downloads 
updates. 

Severity: Positive    

Full Video: https://goo.gl/ivscPI

1

2 Users cannot easily replay the training video. Once the video 
plays, it disappears from the user’s TV screen and can only be 
accessed by navigating to chromecast.com/learn or finding it 
via a third-party website (e.g. YouTube). 

Severity: Issue     

The mobile version of the training video plays by default. Laptop 
users can only access their version of the video via chromecast.
com/learn or a third-party website (e.g. YouTube). 

Severity: Issue     

Recommendation: Provide a link to both versions of the training 
video in the packaging instructions or on the setup screen. 
During setup, detect the controlling device (i.e. smartphone, 
tablet, or laptop) and serve up the applicable video.

3

1

2

3

TV screen

https://drive.google.com/file/d/0B8vY5qhVEPiHNDg5TDNuTmZYaE0/view?usp=sharing
https://goo.gl/ivscPI
https://drive.google.com/file/d/0B8vY5qhVEPiHNDg5TDNuTmZYaE0/view?usp=sharing


Lack of support for new app users

36

There is a lack of onboarding upon entry into the Google 
Cast app. It is unclear what next steps need to be taken to 
both setup and utilize the device (e.g. start and stop casting 
content) and in what order, potentially leading to user 
confusion and frustration.

The "Learn how to cast" tutorial video, which explains the 
casting process, is shown at the end of the setup process 
and does not include early setup steps (e.g. downloading 
the app and connecting it to Chromecast). 

Severity: Critical Issue    

Recommendation: Offer a tutorial video, with start to finish 
setup and casting steps, on the chromecast.com/setup 
webpage. Present users with the most applicable training 
video (i.e. mobile app version for mobile users, browser 
extension version for laptop users). Upon initial entry into 
the mobile app, greet the user with several quick and 
simple onboarding screens, to orient them and provide next 
steps.

End of Setup Home Screen

1
1 1

iPhone screens



Chromecast casting icon provides user feedback

37

The Chromecast icon changes visually when content is being actively cast via the browser 
extension and/or app, providing helpful system feedback.

Severity: Positive

Casting

1

1

Not Casting

1

Laptop screens (Chrome browser)



Users may not recognize casting icon 

38

The Google Cast app icon and the casting icon differ 
in appearance. Users may not associate the casting 
icon with Google Cast.

The positioning of the casting icon differs within 
various Chromecast compatible apps (e.g. YouTube, 
Pandora) and lacks salience. This may cause user 
confusion.

Severity: Issue

Recommendation: Change the Google Cast app icon 
so that it matches the casting icon, for clarity and 
increased recognizability.

Provide onboarding screen that identifies and 
indicates the purpose of the casting icon embedded 
within compatible apps, perhaps displaying 
examples of where and how the icon appears within 
popular apps (e.g. YouTube, Spotify).

1

2

1

2

2

iPhone screens



The user’s device as a remote is not intuitive

39

When using websites or apps such as YouTube or Pandora on a 
laptop or mobile device, the Chromecast loads the content using 
the web URL and plays it independently of the user's laptop or 
mobile device. This means that even if the user shuts off their 
controlling device, the content will continue to play via the source 
web URL. 

This can cause frustration when trying to pause or stop the 
content. Since the Chromecast lacks a standalone remote, the only 
way to stop the content is through the controlling device. Using a 
smartphone, tablet, or laptop as a remote may not match a user’s 
mental model. It may be unclear how to end a cast on the different 
platforms.

Severity: Critical Issue    

Recommendation: Give the Chromecast voice control capabilities 
from the device itself using a command such as "OK Chromecast 
[INSTRUCTION]" or include a simple remote for media controls 
such as play, pause, volume, fast forward, rewind, volume up, 
volume down.

Source: https://goo.gl/9dD48y

1
1

Chromecast support webpage

https://www.google.com/intl/en_us/chromecast/tv/#?discover
https://goo.gl/9dD48y
https://www.google.com/intl/en_us/chromecast/tv/#?discover


Appendix
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● Executive Summary

● Report Findings by Severity

● All Findings (attached Excel document)



Executive Summary

Phase 1: Unpacking & Connecting Chromecast to TV
Positives of this phase:
● Package easy to open with readily available instructions
● Powering device with USB instead of a power adapter

Areas for improvement in this phase:
● Text on box is difficult for older users to read in several places
● Labeling is unclear or missing on box diagram and on cable ends
● Lack of clarity regarding HDMI and USB ports in written and visual instructions
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Phase 2: Downloading App or Browser Extension
Positives of this phase:
● QR code allows users to quickly and easily download the app or extension 

Areas for improvement in this phase:
● QR code placement confusing
● Chromecast setup web page does not cater to the laptop user
● Browser requirements for using Chromecast with laptop are unclear
● Terminology between packaging, website, app, and browser extension is 

inconsistent
● Permissions when activating browser extension may concern users

42

Executive Summary



Phase 3: Setting up Chromecast with App or Browser Extension
Positives of this phase:
● Visual indicators for progress and confirmation help the user know they are on the 

right track

Areas for improvement in this phase:
● Users may struggle to recall or find their WiFi passwords
● Feedback could be improved, specifically with WiFi and device connection error 

messages

43

Executive Summary



Phase 4: Casting the Chromecast
Positives of this phase:
● Training video on mobile devices explains how to cast content
● Casting icon provides feedback on when it is and is not actively casting

Areas for improvement in this phase:
● Lack of onboarding upon opening app; users may be unclear on next steps
● Having the user’s device as the remote for the Chromecast may not be 

intuitive

44

Executive Summary



Usability Testing with Target User Group
● Screen for qualified participants using friends/family and others
● In-home testing of (10) users

Usability Testing Report:
● Develop and deliver a consolidated report with positive findings and areas for 

improvement based on the results gained from the individual usability tests

45

Next Steps



Categories of Findings

● Content - The clarity and comprehensiveness of the written and visual material, aids, and 
other elements that guide the user through the software and hardware setup process.

● Functionality - Device hardware and software interaction framework; practicality of the 
product’s range of operations and configuration options. Hardware for the Chromecast and 
packaging material includes: packaging (w/exterior and interior instructions), USB connection 
cord, power adaptor, Chromecast device. 

● Navigation/IA - Navigation and information architecture encountered during the setup 
process and the Google Cast app itself that help to provide users with direction and relevant 
information. 

● System feedback - How the software and hardware responds to user actions, including errors.

● User control - The level to which users are able to control their setup and casting experience.

● Visual clarity - The clarity of the visual design including issues of contrast, size, color, and 
consistency within the software and hardware.
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Positive findings in this report

47

Description of Finding Category Phase Business Goal Affected

No scissors are required to open the package. Instead, there 
is an easy to pull, serrated plastic strip. 

This is particularly positive as many users within this group 
may have dexterity issues (e.g. arthritis), and frustration-free 
packaging is a great way to start off Chromecast experience - 
slide 15

Functionality Unpacking & 
Connecting 
Chromecast to 
TV

Leverage existing hardware and apps  
that users know and love, with a focus 
on Android/Google products

The setup instructions are immediately available upon 
opening the box. - slide 16

Visual Clarity Unpacking & 
Connecting 
Chromecast to 
TV

Enable users to install Chromecast 
without external support

The user is able to utilize the USB port on their TV as a source 
of power, in lieu of the power cord. - slide 17

Functionality Unpacking & 
Connecting 
Chromecast to 
TV

Leverage existing hardware  and apps 
that users know and love, with a focus 
on Android/Google products

When scanned, the QR code printed on the interior packaging 
flap quickly and easily brings the user to chromecast.
com/setup. This is particularly beneficial to mobile users, who 
may find typing the URL cumbersome or difficult due to 
dexterity issues.  - slide 21

Navigation/IA Downloading 
App or Browser 
Extension

Leverage existing hardware and apps 
that users know and love, with a focus 
on Android/Google products



Positive findings in this report (continued)
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Description of Finding Category Phase Business Goal Affected

On the “Connect to” webpage for laptop users, there is 
progress bar that shows the user where they are and how 
many steps exist in the setup process. - slide 29

Navigation/IA Setting up 
Chromecast with 
app or browser 
extension

Allow seamless streaming of digital 
content to television sets

Enable users to install Chromecast 
without external support

“Confirm Code” screens on the controlling device (laptop and 
mobile) and TV serve as helpful visual aids and build user 
confidence that they are on the right path.

Additionally, the code is short enough to hold in working 
memory. - slide 30

Content & 
Visual Clarity

Setting up 
Chromecast with 
app or browser 
extension

Enable users to install Chromecast 
without external support

When the user completes the setup process on their laptop, 
they are presented with a “Let’s start casting!” banner. The 
banner instructs the user on how to cast a website with the 
Google Cast extension, with a visual indicator. - slide 35

Content & 
Visual Clarity

Setting up 
Chromecast with 
app or browser 
extension

Allow seamless streaming of digital 
content to television sets

When the Chromecast is finalizing its setup, a training video 
for using the Chromecast with mobile devices begins playing, 
this video keeps the user engaged while the device 
downloads updates. - slide 37

Content Casting Content Allow seamless streaming of digital 
content to television sets

Enable users to install Chromecast 
without external support



Positive findings in this report (continued)

49

Description of Finding Category Phase Business Goal Affected

The Chromecast icon changes visually when content is being 
actively cast via the browser extension and/or app, providing 
helpful system feedback. - slide 39

System 
Feedback

Casting Content Allow seamless streaming of digital 
content to television sets
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Description of Finding Category Phase Business Goal
Affected

Recommendation

Icons and some instructions used in 
inner packaging sleeve setup 
diagram are small and hard to read. - 
slide 16

Visual 
Clarity

Unpacking & 
Connecting 
Chromecast to TV

Enable users to 
install Chromecast 
without external 
support

Increase size of setup diagram in 
inner packaging flap, including 
Google Chrome icon, electrical 
"lightning bolt"  icon, and optional 
power source text  so that they are 
more visible

Yellow font and white font on a yellow 
background have low contrast, 
making them hard to read* - slide 16

Visual 
Clarity

Unpacking & 
Connecting 
Chromecast to TV

Enable users to 
install Chromecast 
without external 
support

Increase contrast between the text 
and the background to ensure 
sufficient legibility of the text. 

It is unclear from the instructions on 
the inner flap of the packaging that 
using the USB cable will work as an 
alternative source of power for the 
Chromecast device, in lieu of 
plugging the power cord into an 
outlet. - slide 17

Content Unpacking & 
Connecting 
Chromecast to TV

Leverage existing 
hardware and 
apps that users 
know and love, with 
a focus on 
Android/Google 
products

Provide clearer and more actionable 
instructions in order to clarify the 
purpose of the instructions. For 
instance: "Optionally, if you do not 
want to connect the power cord to 
an outlet, you could remove the 
power adaptor and connect the USB 
end to a USB port on the TV for 
power"

Issues in this report
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Issues in this report (continued)

Description of Finding Category Phase Business Goal
Affected

Recommendation

The power cord provided in the box may 
be too short to reach some outlets. - slide 
18

Functionality Unpacking & 
Connecting 
Chromecast 
to TV

Leverage existing 
hardware and apps that 
users know and love, with 
a focus on 
Android/Google products

Increase the length of the 
power cord to support users 
with available power outlets 
farther than 5 feet away. 

While the instructions call out for the user 
to plug-in the USB and HDMI cable, the 
physical cable ends have no clear labels or 
identifiers (e.g. HDMI, USB). - slide 18

Functionality Unpacking & 
Connecting 
Chromecast 
to TV

Leverage existing 
hardware and apps that 
users know and love, with 
a focus on 
Android/Google products

Label each cable end with the 
corresponding name, such as 
HDMI or USB, so that users 
who do not know what each 
type of cable looks like can 
have guidance.

The QR code printed on the interior 
packaging flap appears before the 1-2-3 
setup instructions. Scanning the code 
takes the user right to step 3 in the process 
(i.e. downloading app for phone or tablet). 
As a result, users need to back track to 
accomplish steps 1 & 2 (i.e. plugging 
Chromecast into TV and power source, 
switching TV input). This could result in 
significant confusion and delay the setup 
process. - slide 21

Visual Clarity Downloading 
App or 
Browser 
Extension

Enable users to install 
Chromecast without 
external support

Place the QR code beneath 
Step 3 on the interior 
packaging flap.
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Description of Finding Category Phase Business Goal
Affected

Recommendation

Users must have a strong WiFi signal 
in order to set up the Chromecast. If 
they lack this strong signal, they can 
use a hard-wired ethernet 
connection. However, finding 
information about the ethernet 
adapter for Chromecast is difficult as 
it is buried in the Chromecast support 
site. - slide 27

System 
Feedback

Setting up 
Chromecast with 
app or browser 
extension

Leverage existing 
hardware and 
apps that users 
know and love, with 
a focus on 
Android/Google 
products

Enable users to 
install Chromecast 
without external 
support

If the Chromecast device detects 
that the WiFi signal is not sufficiently 
strong enough, the user should 
receive feedback with guidance to 
use a Google ethernet adapter.

Under the “Devices” tab it states , 
“Add new device.” It is unclear 
whether this refers to the TV or 
control device (phone, tablet, etc.) - 
slide 28

Content Setting up 
Chromecast with 
app or browser 
extension

Enable users to 
install Chromecast 
without external 
support

Change “Add new device” to 
“Connect new Chromecast.”

Issues in this report (continued)
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Issues in this report (continued)

Description of Finding Category Phase Business 
Goal
Affected

Recommendation

When connecting the Chromecast via WiFi 
app, there is no way to stop the process (i.e. if 
the user knows they entered the wrong 
password). The user must wait for the system 
to give an error message then exit the app 
and re-enter the password. - slide 33

User Control Setting up 
Chromecast 
with app or 
browser 
extension

Enable users 
to install 
Chromecast 
without 
external 
support

Add a “Back” button or some other 
mechanism the enables to the user 
to step back in the  process.

Users cannot easily replay the training video. 
Once the video plays, it disappears from the 
user’s TV screen and can only be accessed 
by navigating to chromecast.com/learn or 
finding it via a third-party website (e.g. 
YouTube).  - slide 37

User Control &
Navigation/IA

Casting 
Content

Allow 
seamless 
streaming of 
digital content 
to television 
sets

Provide a link to both versions of the 
training video in the packaging 
instructions or on the setup screen. 

The mobile version of the training video plays 
by default. Computer users can only access 
their version of the video via chromecast.
com/learn or a third-party website (e.g. 
YouTube). - slide 37

Navigation/IA Casting 
Content

Allow 
seamless 
streaming of 
digital content 
to television 
sets

During setup, detect the controlling 
device (i.e. smartphone, tablet, or 
laptop) and serve up the applicable 
video.
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Description of Finding Category Phase Business Goal
Affected

Recommendation

The Google Cast app icon and the 
casting icon differ in appearance. - 
slide 40

Visual Clarity Casting 
Content

Allow seamless 
streaming of digital 
content to 
television sets

Change the Google Cast app icon so 
that it matches the casting icon, for 
clarity and increased recognizability.

The positioning of the casting icon 
differs within various Chromecast 
compatible apps (e.g. YouTube, 
Pandora) and lacks salience. This 
may cause user confusion. - slide 40

Visual Clarity Casting 
Content

Allow seamless 
streaming of digital 
content to 
television sets

Enable users to 
install Chromecast 
without external 
support

Provide onboarding screen that 
identifies and indicates the purpose 
of the Google Cast icon embedded 
within compatible apps, perhaps 
displaying examples of where and 
how the icon appears within popular 
apps (e.g. YouTube, Spotify). Within 
this onboarding screen, indicate how 
to initiate and end a cast (i.e. by 
pressing and then re-pressing the 
casting icon).

Issues in this report (continued)
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Description of Finding Category Phase Business Goal
Affected

Recommendation

Step 1B on interior packaging flap 
does not explicitly state to plug the 
Chromecast into the TV using an 
HDMI port. - slide 19

Content Unpacking & 
Connecting 
Chromecast to TV

Enable users to 
install Chromecast 
without external 
support

Clarify instructions to be more 
actionable. For instance: "Plug 
Chromecast into your TV's HDMI 
port." 

The graphic indicating a sample 
HDMI port is not reflective of an 
actual HDMI port, which could make it 
difficult for users unfamiliar with this 
type of port to locate it on their TV. - 
slide 19

Content Unpacking & 
Connecting 
Chromecast to TV

Enable users to 
install Chromecast 
without external 
support

Adjust visual diagram associated 
with Step B to more accurately 
reflect a sample HDMI port on a TV. 

It is not clear that the visual of the TV 
is associated with Step 2 of the 
instructions, and the visual is missing 
content to help support the written 
instructions. - slide 19

Content Unpacking & 
Connecting 
Chromecast to TV

Enable users to 
install Chromecast 
without external 
support

Change text on visual to read "HDMI 
1," "HDMI 2," and "HDMI 3" to signal 
that the graphic refers to different 
HDMI ports and place this graphic in 
close proximity to step 2.  

The Google Cast browser extension 
link is placed low on the page and 
may go unnoticed by users. - slide 22

Navigation/IA Downloading App 
or Browser 
Extension

Enable users to 
install Chromecast 
without external 
support

Present the Google Cast extension 
first, app option second, when users 
are connecting to chromecast.
com/setup via a laptop. Alternatively, 
give both options equal salience.

Critical issues in this report
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Description of Finding Category Phase Business Goal
Affected

Recommendation

Users who open chromecast.com/ 
setup using a laptop are presented 
with buttons to download the app. 
Users who attempt to download the 
app to their laptop find they are 
unable to do so, which could result in 
user confusion and frustration. - slide 
22

Navigation/IA Downloading App 
or Browser 
Extension

Enable users to 
install Chromecast 
without external 
support

When a user accesses chromecast.
com/setup via a laptop, instead of 
linking to app stores, instruct them to 
download the app on their mobile 
device.

Users can only cast content from 
their laptop using Google’s Chrome 
browser. This is not stated on the 
product packaging or on the 
chromecast.com/setup webpage.

Users who open chromecast.
com/setup using a different browser 
(e.g. Firefox) are unable to view or 
download the Google Cast extension. 
This may confuse users and lead 
them to seek out external support. - 
slide 23

Content Downloading App 
or Browser 
Extension

Leverage existing 
hardware and 
apps that users 
know and love, with 
a focus on 
Android/Google 
products

Enable users to 
install Chromecast 
without external 
support

State Chrome browser requirement 
on packaging. Detect the browser 
from which the user is accessing 
chromecast.com/setup and inform 
non-Chrome users of the browser 
requirement. Provide link to 
download Chrome and Google Cast 
extension.

Critical issues in this report (continued)
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Description of Finding Category Phase Business Goal
Affected

Recommendation

The terminology used throughout the 
setup process is inconsistent (e.g. in 
packaging, chromecast.com/setup 
website, app, extension, Chromecast 
support websites).  For instance, the 
terms "Chromecast" and "Google 
Cast" are used at different times. 
Other examples include 
country/region, install/add, and 
done/disconnect. This may confuse 
users who do not understand that the 
terms of interchangeable. - slide 24

Content Downloading App 
or Browser 
Extension

Enable users to 
install Chromecast 
without external 
support

Keep terminology consistent.

When a user installs the Google Cast 
browser extension, they are notified 
that Google has the right to: “Read 
and change all your data on the 
websites you visit. Manage network 
connections. Discover devices on 
your local network.” Users who are 
distrusting of technology might stop 
at this point and decide to return the 
product. - slide 25

Content Downloading App 
or Browser 
Extension

Enable users to 
install Chromecast 
without external 
support

If this language is legally necessary, 
provide additional detail on what 
these terms entail. Consider 
rephrasing the first bullet point 
regarding the reading and changing 
of data for better clarity. 

Critical issues in this report (continued)
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Description of Finding Category Phase Business Goal
Affected

Recommendation

Users may not remember their WiFi 
credentials when prompted to select 
their network. This may cause 
frustration and slow down the setup 
process. -slide 31

Content Setting up the 
Chromecast with 
App or Browser 
Extension

Leverage existing 
hardware and 
apps  that users 
know and love, with 
a focus on 
Android/Google 
products

Provide links with information where 
user can find support for retrieving or 
changing their WiFi password.

The message “Something went 
wrong. Check your network settings 
and try again.” is vague and does not 
offer specific aid to the user. 

The only option given is to select “OK” 
which does not indicate to the user 
what they should do next in order to 
proceed. - slide 34

System 
Feedback

Setting up 
Chromecast with 
app or browser 
extension

Enable users to 
install Chromecast 
without external 
support

Offer the user an explanation of the 
error and link to the help page on 
network connectivity issues for 
Chromecast.

Critical issues in this report (continued)
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Description of Finding Category Phase Business Goal
Affected

Recommendation

Continuous rotation of the progress 
indicator (on TV screen) without 
change or indication that it is still 
actively working could create user 
confusion or frustration and may lead 
them to abandon the task 
prematurely. - slide 32

System 
Feedback

Setting up 
Chromecast with 
app or browser 
extension

Enable users to 
install Chromecast 
without external 
support

Indicate that the app is making 
progress when connecting to the 
network. Follow other Google 
conventions such as Gmail’s 
“connecting” and “still trying to 
connect” messages. Warn the user 
that the connection process may 
take a minute or two.

There is a lack of onboarding upon 
entry into the Google Cast app. It is 
unclear what next steps need to be 
taken to both setup and utilize the 
device (e.g. start and stop casting 
content) and in what order. The 
"Learn how to cast" onboarding video 
is shown late in process (i.e. at the 
end of setup) and does not include 
early setup steps. - slide 38

Content Casting Content Allow seamless 
streaming of digital 
content to 
television sets

Offer a tutorial video, with start to 
finish setup and casting steps, on the 
chromecast.com/setup webpage. 
Present users with the applicable 
training video (i.e. mobile app version 
for mobile users, browser extension 
version for laptop users). Upon initial 
entry into the mobile app, greet the 
user with several quick and simple 
onboarding screens, to orient them 
and provide next steps.

Critical issues in this report (continued)
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Description of Finding Category Phase Business Goal
Affected

Recommendation

When using websites or apps such as 
YouTube or Pandora on a laptop or 
mobile device, the Chromecast loads 
the content using the web URL and 
plays it independently of the user's 
laptop or mobile device. This means 
that even if the user shuts off their 
controlling device, the content will 
continue to play via the source web 
URL. This can cause frustration when 
trying to pause or stop the content. 
Since the Chromecast lacks a 
standalone remote, the only way to 
stop the content is through the 
controlling device. At times it can be 
unclear how to end a Chromecast 
stream on all platforms. - slide 41

User Control Casting Content Allow seamless 
streaming of digital 
content to 
television sets

Give the Chromecast voice control 
capabilities from the device itself 
using a command such as "OK 
Chromecast [INSTRUCTION]" or 
include a simple remote for media 
controls such as play, pause, volume, 
fast forward, rewind, volume up, 
volume down.

Critical issues in this report (continued)


