Thrill & Create — User research work samples
March 21, 2017

Basic User survey summary

For DC Trails with Sweetpea Mobile, Q4 2016

This screenshot shows some overall findings from recent DC Trails customers, potential DC
Trails customers, and Amazon Mechanical Turk panelists who are interested in taking a hop-
on, hop-off tour of a major city.
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Basic, continued Persona spreadsheet
For DC Trails with Sweetpea Mobile, Q4 2016

This shows 7 of our 10 personas. The other three include a tour group leader who was out of
scope for a tourist-facing app, someone who would never take a hop on hop off tour due to

price and safety concerns, and a “virtual tourist” who would not visit a major city.
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DC Trails Personas Iteration 1

c
Rick Balley

DC Trails Personas Iteration 2

DC Trails Personas 12 Working DC Trails Personas Rteration 3
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Maya Jeffers Isaac Beltran

DC Trails Personas 13 Working
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For DC Trails with Sweetpea Mobile, Q4 2016
Area Category Idea Summary Idea Details ISe(ecled Comments
For Sarah’s "Save Money" life goal, estimate a running cost
for her trip including all destination tickets, food, and | think it has the support of more
Planning Pricing Running cost of trip incidental expenses Probably personas than these 2, but not Rick
App suggests other places/stops Have the app suggest other places around their next stop
Planning Spontaneity _|(changing trip) and let them change their trip on the fly Yes “Other places nearby”
For Rick (Touring Senior), have a way to swipe to get rid of Gestures are less discoverable for
Swipe to get rid of plan; invitation to go |a plan and suggest going into a discovery mode to find the Rick but should be ok since he is
Planning Spontaneity _|to discovery mode next plan Probably intermediately tech savvy. |
Integration with apps that provide instant bookings:
http://66.media.tumblr.com/ Related to “upgrade” ideas from 24 -
58¢1f4760e3fc0326b75bab1e7cf78ea/ > 48 hours or from 24 hours -> night
tumblr_n9gbqgFLXw1r71i1jo1_400.png Defer tour
Suggested Apps section - e.g. apps to convert currency,
Other apps Suggested Apps section translation, etc. - for making their trip smoother Yes
Cross-post review on all 3 sites; write review within the
Reviews General Cross-post review on several sites app No Sarah hardly ever writes reviews |
Reviews Integrations __|Integrate with TripAdvisor Integration with TripAdvisor for reviews Probably Sarah hardly ever writes reviews |
Sarah hardly ever writes reviews.
Still rating Probably because it's a
Integrations Integrate with Yelp Integration with Yelp for reviews Probably good business goal for DC Trails.
Reviews Integrations _|Integrate with Google Reviews Integration with Google Reviews No Sarah hardly ever writes reviews |
Use estimated windows for the
Show full estimated bus schedule (The  |Basic structure like this for when the buses will arrive: amount of time if we don't have a
Schedules Bus Schedules |Transit) http://inspired-ui.com/tagged/app_thetransit Yes real-time tracker on the bus
Sharing General Text friends about trip Send a text message to friends about your trip Unlikely No need to access contacts
Allow sharing with Messages: https://
developer.apple.com/ios/human-interface-guidelines/ Sarah uses Android. But common i0S
Sharing |Messages Allow sharing with Messages images/whatsnew_messaging_2x.png Unlikely practice, and we may need it. |
Current or past check-in feature for saying which bus A built-in i0S app, Find My Friends,
Sharing with you're on, in case you need to find your kid or you lost does this same thing. Consider
Sharing family/party |Share location with rest of your party  |something on a bus Unlikely listing in Related Apps. |
Integrate with Siri for commands like "Where is the bus?": Sarah is unlikely to call someone;
https://developer.apple.com/ios/human-interface- more likely to use websites/apps.
Siri |Integrations _|Integrate with Siri guidelines/images/whatsnew_siri_2x.png Unlikely Also probably out of scope. |
May be politically harder to get
done, but our respondents are quite
|Stops General Safety info Have safety info around every stop |If possible safety-conscious. |
Let people rate stops along the way to say later whether
|Stops Ratings Ratings for stops they'd want to come back Probably Related to Favorites (row 36)
Say what stop and stop number to get  [Tell people what stop and stop number they'll have to get
Stops Upon Arrival _|off of for POI off for a point of interest (especially if it is obscure) Yes
Tour Guides General Bio pages for the tour guides Bio pages for the tour guides Probably
Tour Guides General Ratings for the tour guides Ratings for the tour guides Probably




Basic, continued User flows

For DC Trails with Sweetpea Mobile, Q4 2016

At a high level, the flows are:

1.

2.

Exploring DC Trails before buying

Installing app after buying

. Onboarding

. Planning trip after buying
. During trip (on the bus)

. End of trip

. Next steps

. Exploring DC Trails before buying

Laura’s version of onboarding:

Open app

DC Trails currently on a tour / future tour / guest question. Says guest

- What brings you to DC question: No

- - Last trip to DC question: No

- - - Hop on hop off tour question: No

- - - - Go to list of destinations

----- Filter places by moods [Not moods, just destination types]

------- Read trivia and visit tips on a place

-------- See where the place is on their route (stop number and name) and Further Reading list [Good

place for Back to Top link]

-------- Save a place to their bookmarks

--------- Tap on link to its neighborhood

- - - - That place’s neighborhood

----- Read general, safety information about the neighborhood

Maps section:

- Button that says, “I'm in DC” -> don't tap it

- - View whole bus route (shown with color gradient)

- - - Tap button that filters for points of interest near route (e.g. within a few city blocks)

- - - - Filter further for destinations that match interests (same screen as filtering for moods)

----- See these destinations and stops

------ Go to destination page if desired (see above)

----- See information about the buses

------ See that there are (for example) 10 seats left on the next bus that is coming to the Museum of

Natural History

------- Tap on that bus’s icon

-------- See a view that shows who its driver is and that tour guide’s name, + amenities
--------- Go to tour guide’s bio page

---------- View the tour guide’s bio and testimonials/reviews

- Switch between a street view and a more stylized (Big Bus style) view



Basic, continued

Wireframes

For DC Trails with Sweetpea Mobile, Q4 2016

Destinations dashboard page:

This is the non-guests' view.

Infinite scroll. Search bar stays at the top.

©0000 Verizon T  8:45AM $50% @)
DC Trails
« Find a destination... Filter
e TN
"\ /| Lincoln Memorial
Photo | Free
N\

\ / Washington Monument
Photo | Free (requires tickets)

\\ / Madame Tussauds
Photo | Purchase tickets online

Sorted alphabetically with a setting that
can be changed in Filter.

®0000 Verizon ® 8:45AM $50% @) ©0000 Verizon S  8:45AM
DC Trails DC Trails
« Find a destination... Filter « Find a destination...
Favortes | [ rpiaces Favorites

#50% @)

Filter

Destination information
Destinations with the Favorites star only
,—-’/“ "\ ~

Instant search results:

90000 Verizon ®  8:45 AM

DC Trails
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“| National Museum of
\p‘m/ Natural History
ree

All Results

~_ -
Destination information

Destinations with the Favorites star only
~ = --\“\.
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De;tinauon IMMMM

National Museum of
photo | American History
Free

.| International Spy
Museum
.| Purchase tickets online

Destinations sorted A-to-Z Destinations with the Favorites star only
e . ~ b N
. N _~ N P
Destination information Destination information
Destinations sorted A-to-Z Destinations with the Favorites star only
- . =

~ N

— =
Destination information
Museums sorted by popularity
~ d \\x

Destination information
Destinations with the Favorites star only
~ SN

~ ~_ -
Destination information
Museums sorted by popularity




Sample annotations on route map:

Annotation view for a place

Case 1: Bus on the way

As shown on a street map with location
services on.

00000 Verizon ®  8:45AM $50% @D
( Back DC Trails Route Map
(V] s
%
o
£
Ave NW
Newseum 2
Bus Henry is on his
Photo | Way to our nearest it
stop 3 Unieds
House
Arriving in 10-15 Represen
minutes o -
Buy tickets Info %,
I L'Enfant Plaza
=
? (-
Places Help

Annotation view for a place

Case 2: Bus at stop

As shown on a street map with location
services on.

©0000 Verizon ®  8:45AM

( Back DC Trails Route Map

50% @D

Street Map

3D Map

=
z
&
e ~
S
10 ]
Constitution Ave NW
Newseum a ,
Bus | Henryis atour K
Photo
& 3 United S
Leaving in about § Meds
minutes Represed
o
Buy tickets Info b
<2
l L'Enfant Plaza Fm;l“?m«
. EStSW

~ 5
? (W
Places Help

Annotation view for a place

Case 3: Bus out ot service

As shown on a street map with location
services on.
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( Back DC Trails Route Map

$50% @D
SR ETE 3D Map

V] ——
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MNISISL
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Bus | No more buses are
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Info
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Bus views:

Views for buses. Done goes to Maps.

Case 1: The bus is on its way to a stop.

Case 2: We estimate that this bus is at a
stop.

Case 3: Out of service

Stop #5 - U.S. Holocaust Memorial
Museum

Estimated arrival

10-15 minutes
Traffic is currently heavy.

Team
[ @]
[ ()
John D. Smith Jane Q. Jones
Tour Guide Driver

Places Help

Stop #5 - U.S. Holocaust Memorial
Museum

Estimated departure
9:30am (5 minutes from now)

This estimate is based on this bus's
location and typical stop durations.

Team
) &
John D. Smith Jane Q. Jones
Tour Guide Driver

Xt ? (W
Maps Places Help

0000 Verizon® 8:45 AM $50% @) 0000 Verizon S 8:45 AM $50% [@) ©0000 Verizon® 8:45 AM $50% (@)
( Back  DC Trails Buses Done ( Back  DC Trails Buses Done ( Back  DC Trails Buses Done
Bus #12 Bus #12 Bus #12

Photo of this bus or one like it Photo of this bus or one like it Photo of this bus or one like it
Next stop Currently at Currently out of service

Please go back to the map to find
buses that are in service.

The last bus for the day leaves Stop #1
- DC Trails Headquarters at S5pm.

Team
[ [
[ ) [ )
John D. Smith Jane Q. Jones
Tour Guide Driver

Xt b A
(VT Places Help




Stop views:

Case 1: Abus is on its way (not the last
bus)

©0000 Verizon F  8:45 AM

( Back

$50% @D
Stop #15 Done

Lincoln Memorial

4
Uncoln Memorat

.

At this stop

Grant Memorial

Next available bus

mi:u?e-:jvey

(Traffic is heavy) Bus #12
& &
John D. Smith Jane Q. Jones
Tour Guide Driver
¢ ? A=
Maps Places Help

Case 2: Last bus of the day

©0000 Verizon F  8:45AM

( Back

$50% @D
Stop #15 Done

Lincoln Memorial

4
Unceln Memariat

Next available bus

© This is the last DC Trails bus

arriving at this stop today.
[Photo]
10-15 el
minutes away bus
raffic is he:
(Traffic s heavy) Bus #12
John D. Smith Jane Q. Jones

Tour Guide Driver

% * (.
Maps Places Help

Case 3: Bus is at the stop

©0000 Verizon F  8:45 AM

( Back

$50% @D
Stop #15 Done

Lincoln Memorial

4
Uncoin Memorat

3t b <
Maps Places Help

iy
15 %,
At this stop
+US. Capitol
* Grant Memorial
The bus is here!
Leaving in o
5 i
minutes -
(estimated) Bus #12
John D. Smith Jane Q. Jones
Tour Guide Driver
t ? ("
Maps Places Help

Case 4: No more buses today

©0000 Verizon §  8:45AM

< Back

$50% @D
Stop #15 Done

Lincoln Memorial

4
Unceln Memariat

Next available bus

There are no more buses coming to this
stop today.

« Abus will arrive at Stop #20 - National
Archives in 20-30 minutes. Get walking
dll ﬂiﬁl}.

« Call DC Trails for further assistance.




”Find the bus” feature from Contact Us:

Case 1: Location services are turned on

©0000 Verizon® 8:45AM

( Back

$50% @5

Report a Problem Map

Find a DC Trails bus

Next bus

You may hop onto this bus at Stop #1 -
DC Trails Headquarters.

Map slice showing:
1. your current location
2. the stop's location
3. The location of the next bus going to that stop

. 10-15
minutes away bus
ffic is h
(Traffic is heavy) Bus #12
& &
John D. Smith Jane Q. Jones
Tour Guide Driver
Call DC Trails

R, +1(703) 360-2800

Xt ?
Maps Places

Case 2: Location services are turned off
This is only needed when the user was
already on this screen with location services
turned on, and came back to the app with
them off.

©0000 Verizon & 8:45 AM

( Back

$50% @D
Report a Problem Map

Find a DC Trails bus

We'll need your location first.

Please enable your phone's GPS to share
location with us, and we'll direct you to our
nearest stop.

If you don't want to share your location,
you may call DC Trails for assistance.

Share My Location

Overall map from Maps, showing whole route

Call DC Trails

R, +1(703)360-2800

3 ?

Maps Places

Case 3: Location services are on, but user is
outside the DC Trails service area.

©0000 Verizon® 8:45 AM

< Back

$50% @D

Report a Problem Map

Find a DC Trails bus

You don't seem to be in our
tour's service area.
« If you are taking a tour with us today, our

tours start at DC Trails Headquarters.
You may get directions.

« If you are in DC and can't find the bus,

you may look for buses on our map or call
us for assistance below.

Map showing current location and DC Trails
headquarters location

Call DC Trails

Q. +1(703) 360-2800

Maps Places




Plus

Persona scenarios

Related client work is under NDA. This screenshot is from a side project, generating data-
driven personas for a redesign concept for Theme Park University, Q3 2016:

Tomatoes: critics va. users).

Brett Kerns
“TheTE Creative Director™
Site Primary Persona
Section Primary for TE Professionals
40 years old
Livesin Ortando; istrom Central Florida
_— N o el
production company
Main points: Life goals:
*  Strong Interest inimmersive theater;  Make hismack creatively on the themed
Rarting to be
*  Migherindustry knowledge lets him see how  Work on attractions which feature his
these kinds of entertainment are TE. favorite Intellectual properties
o Racely frumtrated, bt will speak up i€ he * Unwind with good TV shows and movies
Soesn't know where somathing i50n &
wabsite, End/Experience goals:
Outgn *  Stay isnovative in learsing about sew TE
*  Stay isformed on new atraction progress
* Neads s carefully planned sitemap and *  Share knowledge abot cther attractions
wayfinding.
*  Considera commaenting/profile system that * B (rightfully) perceived as an authority
allows highlighting his experience in TE. *  Feelcapable of entering and settiing
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Plus, continued Card sorting and tree testing

Related client work is under NDA. These are snippets of a redacted portfolio piece approved
by an enterprise client who had us do a card sorting study and before-and-after tree test
studies:

“We conducted a card sorting study which included both current and future views and
then performed a bottom-up cluster analysis of that data. With our participants
bringing deep expertise and many mental models to bear, it followed that the card

sort categories would not standardize easily.

“We had to perform a “standardization of the standardization”, determining how our
standardized categories were related to one another before concluding where users
tended to put the cards. From there, we iteratively moved cards between our
standardized categories until we had a simple enough list for our main menu.

“[We] conducted a tree test using two proposed new menus and the existing menu”
“Results:

* Our new proposed navigation tree increased task success [users’ likelihood of finding
items in the right place in the application] by 30% over the existing tree.

* Our new proposed navigation tree increased task directness [users’ tendency to choose
an item in a navigation menu without going back and forth] by 12% over the existing
tree.

* Since these improvements are still in development and are planned to be phased into
the site incrementally, other results are forthcoming.”



Premium User interviews

Related client work is under NDA. This is a snippet of a redacted portfolio piece approved by
an enterprise client whose project included user interviews:

“In this project, we had to quickly develop a working knowledge of a complex domain.
This application’s users are located throughout the world and are subject matter
experts in their own aspects of our client’s business. We began involving the users by
interviewing current and potential users on 3 continents. We then determined how
they varied in behavior.

“Based on our knowledge from the interviews, we developed a set of personas. All of
these were driven directly by interview data, except for one which came from a
recommendation from one of our interviewees. This persona set did very well at
capturing users’ needs for an application that theoretically anyone in their company
could use. From here, we worked with our client to determine the site’s primary
audience and the primary personas for each of its major sections.”



Premium, cont’d.

Usability study triage

Related client work is under NDA. This screenshot is from a usability study on the Thrill &
Create website, Q3 2014.

General
General
General
General

General

General
Home / About |
Home /
Portfolio
Home /
Portfolio

Portfolio

Portfolio

Home / Why
ux2

Home/
Contact

Home/ Why
ux

Home/
Ebﬂlo(kz.

Homepage

hﬁgnlsukn. _l!osl‘n Element .Commonl
‘Why UX may be too hard to find in the
gation bar gal |
Navigation bar  Navigation |Big fan of fixed navigation
Navigation bar | Navigation | Menu has everything | would look for
Menu is too wide for iPad. Make it half as
Navigation bar  Navigation |wide as it fs.
Going Home took her to the wrong page.
Navigation bar | Navigation |[Bug!)
Testimonials | Testimonials |Get more testimonials
Intro |Content | Needs mission statement
General Content Mobile/responsive important
KDFansite featured image is not lined up
correctly with other portfolio items. Looks
|Portfolio items 1A lacking in design to have them unadjusted (-)
Not enough variety; your designs always seem
Portfolio items | Images to have a set look and feel
Portfolio items’ images are not great / dont
Portfolio items  Images / Visual des have a clean look and feel
Hero / What is Graphic of the kids riding the roller coaster
ux |Images | makes the site look fun
Add a telephone number. Need more
| General | Content immediate answers for contact.
Remove/replace the picture of the kids on
the roller coaster; makes me think the brand
Is for kids... 2 kids on a coaster image is very
childish ... Don't mix real photos and hand-
|General / Hero | Images drawn art
|TBD |widget |Add a client list
| Contact |Content |Contact section on homepage is fine (+)
It looks like it will be a one-page website
because the color content information fs
green and green. Fair enough, it doesnt have
General 1A |to be like that.
|General |Layout | Homepage is long
|General | Multipte Site looks clean

Category

Bug

Positive
Positive

Design
comment
Bug
Business
comment
Business

comment

Positive

Bug

Design
comment

Design
comment

Positive

Enhancement

Design
comment

Enhancement
Positive

Design

comment

Usability
comment

_Tester Persona Fit # testers  Severity Priority Effort

Medium
Medium-High,
Medium
Medium-High
Medium-High
Low-Medium

| (designer)
Medium, Low-
Medium (metrics
8uy)
Medium-High

High

(metrics guy)
Medium-High

Low-|
(esigner)

Low-Medium
(designer)
Medium

Low-Medium
(Gesigner)

1/ Medium

2 N/A
1 N/A
1 Medium

1|High

2 High
1N/A

1 N/A

1 Medium

1/ Medium

3 Critical
1|High

1|NvA

1 Low
1/Low

1N/A

Medium | Medium

High  N/A
N/A

High Low

Critical  Low - Medium

[High __|High
High | Medium - High

N/A N/A

[High [Low

|Medium | Extreme

High Medium - High
N/A

Low _High

|Very High |High

Low Medium
N/A

Low Low

Low - Med High
N/A

_Selected Status
Yes Done
Yes Done
Yes Done

Future  Future

If possible Done
Recheck live
N/A site
Yes Done
No
Yes Future
No

Future  Investigate

Yes Done

Future  Future

N/A

_Notes

Consider consolidating/reducing
the number of menu options under
Services

Enfold has a setting for this. Used
Enfold's "slim™ setting to slim it

Might have to manually re-add
Home to the navbar and re-sync

| €SS styles
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Need to decide my mission
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High-fit tester
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featured image
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items. Good to keep in mind for

future projects.
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as suggested by Pat Flynn.
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UX.
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Consider Coaster Crew hybrid one-
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