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Å Benchmarking
Å Usability Tests  

Week 8 

Develop Process Flow  

Week 9 Week 10 

Develop wire -framed  
interface 

Finalise interface 

Research Phase Design Phase 
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Structure: the arrangement of relations between the parts or elements of something complex

Ease of Use: metric of satisfaction in using a product 

Process Flow: sequential representation of a process and its components 

Navigation: action of moving around a website, internet, app etc.

Discoverability: quality of being able to be discovered or found

Simplicity: quality or condition of being easy to understand or do. 

Consistency: consistent behaviour or treatment 

Page layout: the way in which the parts of something are arranged

Colour Scheme: combination of colours

Typography: style/appearance of printed matter 

Clarity: quality of being coherent and intelligible 

Feedback to Users: information about reactions to a product, performance/ task etc.
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Buy page 

Colour scheme 
consistency: Page 
marked green shows 
the page you user is 
currently using 

Clarity: Indicates no multi 
passenger booking is possible 

Discoverability: Search bar 
allows to easily find needed 
operator 

Simplicity: Shows operators as you scroll down  

Ease of use: Star commonly used 
operators  

Structure: Page 
name located a top  

Other pages greyed out 
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Buy a ticket

Step 1: Choose operator 

Type 

Scroll  

Click  

Discoverability  and  
navigation  of  the  
operators  is simple . 
There  are two  options : 
typing  and scrolling .  

Navigation: 
pressing on chosen 
operator.

Consistency: all 
operators appear 
in the same 
rectangular box

Typography: operators displayed 
with use of their logos 
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Buy a ticket

Step 2: 
Choose your 
Å Passenger type
Å Ticket type 
Å Zone 

Page layout : choosing  ticket  
type  provides  an illustrated  
ň®rfyj®ŉ which  displays  price  
and  journey  type  

Clarity : choosing  the  correct  
ticket  I indicated  with  the  use 
of  an arrow  
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Buy a ticket  

Step 3: 
Choose payment method 

Typography : Titles  are in  
capitals,  everything  else is in  
regular  font

Consistency : all  options  are 
represented  the  same way  

Simplicity : 
simple  text  no  
unnecessary  
info . 

Colour  scheme is consistent   
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Tickets page

Step 4: 
Find ticket in ticket page 

Typography  and  page  
layout   are consistent  with  
previous  pages

Clarity : validity  of  ticket  is 
explained  

Navigation  is clear,  
discoverability  is not  
difficult  to  figure  out  

Page layout : 
tickets  nicely  
represented  
with  graphic  
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Tickets page

Step 5: 
Activate when in use

Feedback to  user : 
amount  of  time  that  
has passed since 
activating  your  ticket  

Clarity : zone  of  use of  
ticket  clearly  indicated  

Discoverability : 
Moving  icon  easily  
discoverable
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Profile page

Clear indication  of  who  is 
using  the  app . Using  icon  
ad showing  email  login  

Log out  option  is easily  
discoverable  

Image  of  city  may  cause 
confusion  

Good documentation  of  
past  journeys  

Simple  structure  and  page  
layout   
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User Journey Map 
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Downloading App  When  downloading  the  app  it  shows  you  how  
to  easily  navigate  it  and  discover  functions  

Clearly  gives  options  
Allows  to  skip  at  any  given  point   

Uses a series of  dots  to  
represent  where  in  the  
guide  you  are 

Consistent  page  layout  

Icon  demonstrate  what  is 
being  described  in  a simple  
way   
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App Homepage  

Colour  scheme kept  
consistent  and  simple  for  
easy visual  representation

Easily discoverable  search bar

Time  frame  navigation  
allows  from  ease use 

Simple  choice  of  availability  
is clear  allows  to  easy the  
process flow   

Reverse destinations  
allows  simple  restructure  
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Buying a ticket  

Currency  
selection  ensures 
that  there  is no 
misunderstandin
g in  the  process 
flow  of  the  app   

Step 1: 
Choose 
currency 

Step 2: 
Select 
journey 
parameters 

Choose transport  type  

Choose destination  

Choose dates
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Buying a ticket  

Step 3: 
Select desired 
journey  

Price displayed  
bigger  than  other  
parameters  

Thumbs  up  icon  stands  
our  from  colour  
scheme represents  
feedback  to  users 

Filter  option  allows  
for  ease of  
discoverability  

Time  of  departure  and  
arrival  clearly  stated  

Bus icon  reminds  user 
what  mode  of  
transport  they  choose  
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Buying a ticket  

Step 4: 
Seat Selection

Green colour  indicates  
free  seat available  for  
choosing . Green is 
universal  for  go,  this  is 
very  clear . 

Blue indicates  the  
seat you  chose, 
sticking  with  the  
colour  scheme of  
the  app .. 

Grey indicates  a taken/  already  booked  
seat, unavailable  for  selection  

Feedback to  user on  
which  journey  they  
have  chosen. 

Ease of  use: Simple  bus layout,  
however  scrolling  needed  
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Buying a ticket  

Step 5: 
Input your data + 
proceed to pay 

Clarity : Sections  in  data

Ease of  use: easy to  see 
where  to  click  to  pay  

Difference  
between  
typing  and  
choosing  
indicated  by 
use of  colour

Journey  
summary  
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Pages 

Booking  Page Settings  Page Login  Page 

Previously  
chosen  
route  
saved 

2 main  settings  options  

Login  option
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User Journey Map



U
s
a

b
ili

ty
 T

e
s
ts

  
03/03/2024

26

üProject Brief
üTimeline

Research Phase
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üUsability Tests 
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ü Wireframe Design 
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üUsability Research objective doc.

üRecruitment screener 

üUsability test script

üVideos 

üUser Journey Maps

üAffinity Diagrams 

üOPNs 

üDesign Guide 
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Research Objective Doc.

1.0 Recruitment Objectives 
To test the user experience of interacting with public transport apps to determine: 

Overall goals  
Å How to speed up the booking process?
Å How to lay out app. for user convenience? 

Usability Goals 
Å Identify areas that users struggle to use
Å Identify what will make apps easier to use

Will be evaluated by: 
Å User testing TFI GO app 
Å User testing INFOBUS app
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Recruitment Screener

1.0 Recruitment Screener
Overall goals 
Å 2 x participants
Å One to one detailed in person interviews with video recording 

Product History 
Å Minimum 2 x booked tickets on a public transport app before
Å Minimum 1 x frequent user of travel apps
Å Minimum 1 x occasional user of travel apps

Web and Smartphone savvy
Ĳ >r|r{¯{ ĕ ¶ q]´j q~{j eª~]he]|h ]|h V636
Ĳ >r|r{¯{ ĕ ¶ ~µ| ] «{]ª®§q~|j ]|h ¯«j «{]ª®§q~|j ]§§«
Ĳ >r|r{¯{ ĕ ¶ p~ ~|zr|j j´jª· µjjy
Ĳ >r|r{¯{ ĕ ¶ §¯ªfq]«jh p~~h« ~ª «jª´rfj« ~|zr|j µr®qr| §]«® ®qªjj {~|®q
Ĳ ?~®jĪ µj µrzz ]ffj§® §]ª®rfr§]|®« µq~ ejzrj´j ®q]® ®qj· ]ªj |~® ´jª· 
proficient online, but they must have had previous success in purchasing 
and making an online booking through public transport app.

2.0 Research Details 
About the research:
Ĳ Mj««r~|« µrzz ej o~ª approx. 30 
minutes maximum
Ĳ I]ª®rfr§]|®« {]· ej ]«yjh 
some questions about their 
previous bookings along with a 
task to complete .

Location  and contact 
Å All tests to take place at 

specified location
Å Contact: Alisa Kolganova 
Å Phone: +353 085 2299143
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Test Script
1.0 Test Preamble 
Overall goals 
2x participants 
One to one detailed interview 

Welcome 
Thanks for taking time to partake in this study. 
This session should take approx. 30 mins 
Before we begin, I would like to explain the setup and what will happen today 

Vq]® µjŋªj h~r|p ®~h]· 
Å As part of my studio module in college we have been tasked with performing some usability 

tests on public transport apps. 
ÅWe are attempting to identify any issues that users may experience while making a purchase.
Å To do this we are talking to people like yourself, to create apps with user interface that is 

easier to use. 

Room setup 
Let me explain how this is going to work
Å I will be asking you questions and taking you through the test
Å I will be observing and taking notes
Ĳ 6 q]´j ] {rfª~§q~|j ]|h f]{jª] ®~ ªjf~ªh µq]® ·~¯ «]·
Ĳ 6 µrzz ªjf~ªh ®qj «j««r~| o~ª |~®j®]yr|p §¯ª§~«j«ĩ e¯® ®qj o~~®]pj µrzz |~® ej «jj| e· ]|·~|j 
outside of my team
The session is divided into two parts:
1. First, I will ask you some questions about your experience using public transport apps 
2. Oqj|ĩ 6ŋzz ]«y ·~¯ ®~ §jªo~ª{ ] ojµ ®]«y« ~| ®qj O36 4A ]§§ĩ o~zz~µjh e· ®qj 6?3A)PM ]§§ ]|h 
ask you some questions as you go
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Test Script

Things  to  keep  in  mind
· Firstly,  this  session is called  a usability  test . But  r®ŋ« important  to  know  that  µjŋªj not  
testing  you  µjŋªj testing  the  website . There  are no right  or  wrong  answers,  there  are 
no trick  questions,  and  µjŋªj not  trying  to  catch  you  out  in  any  way . If  you  do  come  
across problems,  please understand  that  r®ŋ« not  your  fault,  r®ŋ« the  «~o®µ]ªjŋ« fault . 
And  in  fact,  the  more  problems  you  find,  the  better  we can fix  them . 

Å Secondly,  please be as candid  as possible . If  you  h~|ŋ® like  something,  or  think  it's  
just  plain  silly,  please say so. You µ~|ŋ® hurt  my  feelings  - I q]´j|ŋ® been  involved  
in  the  design  of  any  of  these  screens.

Å Thirdly,  as you  navigate  around  the  website,  whatever  is going  through  your  head,  
please verbalize  it . So, for  example,  if  you're  about  to  click  on a button,  say ň6ŋ{ 
going  to  click  here  because I think  r®ŋ« going  to  take  me to  the  next  §]pjŉ. Or ň6ŋ{ 
looking  around  the  screen for  the  §ªrfjŉ. Basically,  I want  you  to  think  aloud,  but  it  
helps  us write  better  notes . Also,  if  you  could  approach  things  slightly  slower  than  
you  normally  would,  that  would  be helpful . If  you  work  your  way  around  the  site  
too  fast,  we  might  not  be able  to  take  notes  quick  enough . 6ŋzz remind  you  to  think  
aloud  and to  slow  down  throughout  the  session.

Å Finally,  please feel  free  to  ask any  questions  you  like . 6®ŋ« a great  way  for  us to  
understand  your  thoughts . But  in  order  to  keep  the  test  as realistic  as possible,  I 
may  not  always  answer  your  questions . Thanks  for  understanding .

Å Do you  have  any  questions  before  we begin?  
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Test Script
2.0 Background  questions   
)jo~ªj µj «®]ª® ¯«r|p ®qj µje«r®jĩ 6ŋh x¯«® zryj ®~ ]«y 
·~¯ «~{j «r{§zj e]fypª~¯|h ©¯j«®r~|«ĩ ro ®q]®ŋ« ~y]·į
Personal questions
Ĳ Aff¯§]®r~|
Ĳ Vqjªj h~ ·~¯ zr´jį
Ĳ 5~µ h~ ·~¯ ]ffj«« ®qj r|®jª|j®į
Ĳ 5~{jį V~ªyį Iq~|jį
Ĳ ,~ ·~¯ ~µ| ] z]§®~§ ~ª hj«y®~§į
Ĳ ,~ ·~¯ q]´j eª~]he]|hį
Ĳ ,~ ·~¯ ¯«j ]§§« ~| ·~¯ª «{]ª®§q~|jį
Ĳ Vq]® «~ª® ~o ]§§« h~ ·~¯ ¯«jį
Ĳ Izj]«j hj«fªrej
Travel website usage business/leisure
Ĳ Vq]® «~ª® ~o ®ª]´jzzr|p h~ ·~¯ ®·§rf]zz· h~į
Ĳ )¯«r|j«« ~ª zjr«¯ªjį
Ĳ 5~µ oªj©¯j|®z· ¯«j §¯ezrf ®ª]|«§~ª®į
Å Mode of transport?
Ĳ Vqjªj h~ ·~¯ ®ª]´jz ®~į
Ĳ 5~µ h~ ·~¯ e~~y ®qj ®rfyj®«į
Ĳ Vqjªj h~ ·~¯ e~~y ·~¯ª ®rfyj®«į
Ĳ !§§« jĨpĨ 6ªr«q ª]rz 
Ĳ !ppªjp]®~ª ]§§«į .ĨpĨ O36 4A
Ĳ Vqrfq ®·§j ~o  ]§§ h~ ·~¯ §ªjojªį Vq·į

Describe the last time you booked a ticket online.
Ĳ Vq]® µ]« ®qj «fj|]ªr~į
Ĳ Vqjªj µjªj ·~¯ ®ª]´jzzr|p ®~į
Ĳ Vqj| hrh ·~¯ {]yj ®qj hjfr«r~| ®~ ®ª]´jzį
Ĳ Vq]® µ]« {~«® r{§~ª®]|® µqj| e~~yr|p ®q]® ®rfyj®į
Ĳ Oqj ªrpq® h]®j«ĩ ®qj ªrpq® ®r{j« ~ª ®qj ªrpq® §ªrfjį
Ĳ Oª· ]|h hj«fªrej q~µ ·~¯ f]{j ®~ fq~~«r|p ®qj 
destination, dates, etc.
Å Did you compare prices?
Ĳ 6o |~®ĩ µq· |~®į
Ĳ 6o «~ĩ µq]® ®ª]|«§~ª® ®·§j« hrh ·~¯ f~{§]ªjį
Ĳ Vq]® µje«r®j«ķ]§§« hrh ·~¯ ¯«jį
Ĳ 5~µ {]|· §j~§zj µjªj ®ª]´jzzr|p µr®q ·~¯į
Ĳ ,rh ·~¯ e~~y o~ª j´jª·e~h· ~ª x¯«® ·~¯ª«jzoį
Ĳ Vq]® f~{{¯|rf]®r~|« ®~~y §z]fj ej®µjj| ·~¯ ]|h 
the other travelers?
Ĳ Vq]® hrh ·~¯ hr«f¯««į
Ĳ 5~µ hrh ·~¯ «q]ªj ticket  options/prices/dates 
before you made the booking?
Please describe.
Ĳ 5~µ hrh ·~¯ f~{{¯|rf]®jį 3]fj-to -face, by phone, 
by email?
Ĳ Vq]® «§jfrorf r|o~ª{]®r~| hrh ·~¯ «q]ªj ]|h hr«f¯««Ī 
times, dates, prices?
Ĳ 5~µ hrh ·~¯ «q]ªj ®qr« r|o~ª{]®r~|Ī «fªjj|«q~®«ĩ 
emails, phone calls?
Ĳ 5~µ hrh ·~¯ f~{{¯|rf]®jį 3]fj-to -face, by phone, 
by email?
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Test Script
3.0 Tasks
Task 1. TFI GO 
Assumptions
 3~ª ®qj §¯ª§~«j« ~o ®qj ®j«®ĩ µjŋzz ]««¯{j ®qj 
following:
1. You want use the 310 bus service 
2. You want to take the 320 bus to Nenagh 

Ĳ What we want you to do
Å Book a return ticket to/from destination
Please show + tell me what you do 

Open homepage
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® ]ªj ·~¯ z~~yr|p o~ªį
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į
Dropdowns
Ĳ Vq]® ]ªj ·~¯ z~~yr|p o~ªį
Ĳ Vq]® h~ ·~¯ «jjį
Ĳ Vq]® h~ j]fq ~o ®qj ~§®r~|« {j]|į
Ĳ Vq]® h~ ·~¯ j¶§jf® ®~ «jj ro ·~¯ «jzjf® j]fq ~§®r~|į
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į Vq·į
Date picker
Ĳ Vq· hrh ·~¯ «jzjf® h]®j hª~§h~µ| ķ µq· hrh ·~¯ 
select the calendar?
Ĳ Vq]® h~j« ®qj ~®qjª rf~|ķ~§®r~| {j]|į

Other options
Ĳ Vq]® h~j« o]ªj ®·§j {j]|į
Ĳ Vq]® h~j« h]®j ozj¶rerzr®· {j]|į
Ĳ Vq]® h~j« §ª~{~ f~hj {j]|į *zrfy ~| r®
Ĳ Vq]® µrzz ·~¯ h~į
Ĳ Vq]® h~ ·~¯ j¶§jf® ®~ q]§§j|į
Results page
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® h~ ®qj {j««]pj« {j]|į
Ĳ Vq]® h~ ®qj ]ªª~µ« {j]|į
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į
Second search page v2
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į
Ĳ Vq]® h~ ·~¯ j¶§jf® ®~ «jjį
Results page v2
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® h~j« ®qr« {j]|į
Ĳ Vq]® h]®j« ]ªj ®qj e~¶j« ªjojªªr|p ®~į Vq]® 
months?
Conclusion
Ĳ A´jª]zzĩ µq]® hrh ·~¯ ®qr|y ~o ®q]® j¶§jªrj|fjį
Ĳ V]« ®qjªj ]|·®qr|p ·~¯ §]ª®rf¯z]ªz· zryjh ~ª hr«zryjh 
about that process?
Ĳ V]« ®qjªj ]|·®qr|p ·~¯ j¶§jf®jh ®~ «jj e¯® hrh |~®į
Ĳ V]« ®qjªj ]|·®qr|p ·~¯ µjªj «¯ª§ªr«jh ®~ «jjį
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Test Script
3.0 Tasks
Task 2.  INFOBUS 
Assumptions
 3~ª ®qj §¯ª§~«j« ~o ®qj ®j«®ĩ µjŋzz ]««¯{j ®qj 
following:
Ĳ X~¯ŋªj §z]||r|p ] eªj]y ~´jª ®qj «§ªr|p eªj]y
Ĳ X~¯ ®qr|y ·~¯ µrzz p~ ®~ Lrp] ®~ Urz|r¯«Ĩ
Ĳ Mfq~~z {rh-term break starts on Monday March 25th. 
And runs until Friday April 5 th .
What we want you to do
Å Book a return ticket to/from destination
Å Depart March 25 th  return April 5th
Open homepage
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® ]ªj ·~¯ z~~yr|p o~ªį
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į
Dropdowns
Ĳ Vq]® ]ªj ·~¯ z~~yr|p o~ªį
Ĳ Vq]® h~ ·~¯ «jjį
Ĳ Vq]® h~ j]fq ~o ®qj ~§®r~|« {j]|į
Ĳ Vq]® h~ ·~¯ j¶§jf® ®~ «jj ro ·~¯ «jzjf® j]fq ~§®r~|į
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į Vq·į
Date picker
Ĳ Vq· hrh ·~¯ «jzjf® h]®j hª~§h~µ| ķ µq· hrh ·~¯ 
select the calendar?
Ĳ Vq]® h~j« ®qj ~®qjª rf~|ķ~§®r~| {j]|į

Other options
Ĳ Vq]® h~j« o]ªj ®·§j {j]|į
Ĳ Vq]® h~j« h]®j ozj¶rerzr®· {j]|į
Ĳ Vq]® h~j« §ª~{~ f~hj {j]|į *zrfy ~| r®
Ĳ Vq]® µrzz ·~¯ h~į
Ĳ Vq]® h~ ·~¯ j¶§jf® ®~ q]§§j|į
Results page
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® h~ ®qj {j««]pj« {j]|į
Ĳ Vq]® h~ ®qj ]ªª~µ« {j]|į
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į
Second search page v2
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® µrzz ·~¯ h~ |j¶®į
Ĳ Vq]® h~ ·~¯ j¶§jf® ®~ «jjį
Results page v2
Ĳ Vq]® h~ ·~¯ «jj ~| ®qr« §]pjį
Ĳ Vq]® h~j« ®qr« {j]|į
Ĳ Vq]® h]®j« ]ªj ®qj e~¶j« ªjojªªr|p ®~į Vq]® 
months?
Conclusion
Ĳ A´jª]zzĩ µq]® hrh ·~¯ ®qr|y ~o ®q]® j¶§jªrj|fjį
Ĳ V]« ®qjªj ]|·®qr|p ·~¯ §]ª®rf¯z]ªz· zryjh ~ª hr«zryjh 
about that process?
Ĳ V]« ®qjªj ]|·®qr|p ·~¯ j¶§jf®jh ®~ «jj e¯® hrh |~®į
Ĳ V]« ®qjªj ]|·®qr|p ·~¯ µjªj «¯ª§ªr«jh ®~ «jjį
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Video of Tests

Test 1: Sara 
Age: 20 
Female 
Frequent  user of  travel  apps
Occupation : Full  time  student
    

Test 2: Emilia  
Age: 20 
Female
Occasional  user of  travel  apps
Occupation : Co-op  student/employee  in  Stryker  

User personas

Usability Test 1 т Sara Usability Test 2 т Emilia

https://ulcampus-my.sharepoint.com/:v:/g/personal/22341625_studentmail_ul_ie/EdujBUvvkjxItHpHtCy4ezgB9wUrsxyyn7Z9GQ90guuLfQ?nav=eyJyZWZlcnJhbEluZm8iOnsicmVmZXJyYWxBcHAiOiJPbmVEcml2ZUZvckJ1c2luZXNzIiwicmVmZXJyYWxBcHBQbGF0Zm9ybSI6IldlYiIsInJlZmVycmFsTW9kZSI6InZpZXciLCJyZWZlcnJhbFZpZXciOiJNeUZpbGVzTGlua0NvcHkifX0&e=HQLqXk
https://ulcampus-my.sharepoint.com/personal/22341625_studentmail_ul_ie/_layouts/15/stream.aspx?id=%2Fpersonal%2F22341625%5Fstudentmail%5Ful%5Fie%2FDocuments%2FUsability%20test%202%20%2D%20Emilia%2D1%2Emp4&referrer=StreamWebApp%2EWeb&referrerScenario=AddressBarCopied%2Eview%2E41aa4d48%2D46ff%2D45ff%2D9f3f%2D58ecef535ba5
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OPNs ĻTFI GO

Observation Problem/Opportunity Need

Continue as guest option does not 
allow for purchase 

Unclear that you must make an 
account to finalise payment

Clear instructions/ option to pay as 
guest without an account

Mistakes in ticket types Unclear which ticket to choose Ensure clarity in ticket type selection 

Quick  user journey Does not take long to buy ticket Ensure the time taken to buy ticket is 
not too long 

One passenger per device Multi -passenger booking is not 
possible 

Allow both one and multiple 
passenger bookings 

Does not like when taken to another 
website 

External websites take time to load Keep all information within app. 

Scroll if moved quickly is good Scroll vs. search bar? Allow for both options scroll and 
search 

Number order not clear in route 
selection 

Route numbers not arranged in a 
logical order can cause confusion for 
user 

Make sure to arrange numbers in a 
way that would be clear to all users 
universally 

Simplicity is key Eliminating unnecessary information  Keep the app. clear and concise, 
straight to the point.  

Number of trips bought with one 
purchase is an option 

Saving time by purchasing more trips 
in one go

Allowing the user to choose number 
of trips they want to pay for 

Last used payment option Saves time my not having to enter 
details every time 

Have multiple payment options 

Favourites option makes 
discoverability, more convenient 

Saves time looking for commonly 
used routes 

5]´j ] ´jª«r~| ~o ] ňo]´~¯ªr®j«ŉ 
option 

Different possible route options not 
displayed 

Unclear if there are other ways of 
getting to the same place 

Show other routes that may take you 
to the same place and their prices 

Ticket validity is useful Ticket can be used at another time 
e.g. valid for a month 

Have the ticket be valid for a certain 
amount of time 



U
s
a

b
ili

ty
 T

e
s
ts

  
03/03/2024

36

OPNs-INFO BUS

Observation Problem/Opportunity Need

User does not like information on 
another web page 

Questions not answered directly in 
app. 

Q&A section in app. 

User likes AI chatbot Any uncertainties can be answered 
using AI chatbot 

Have an incorporated AI chatbot/ way 
of communication to others in app.

Search option only shows option if 
spelled correctly 

User must know how to correctly spell 
their destination 

Have the app. recognise similar names 
to what user inputs

2 calendars, one for outbound, one for 
return 

Makes user confused in the way dates 
should be selected 

Have one calendar for selecting both 
outbound and inbound dates

User wants to know why would you 
want to know sold out routes 

This can be a good option for those to 
see what routes could have been 
possible, but can also we be confusing 

A clear was of indicating which routes 
are sold out / still available for 
purchase

User states that share option is handy Allows other people to see exactly 
what routes the user has chosen 

An easy way to share with others the 
route you are taking

User notices that selection is before 
selecting number of seats/ passengers 

This is may be confusing as you have 
not specified anything 

A clear way of seat selection

No. of seats offered again after 
already selecting 

Why would you choose number of 
seats multiple times 

A clear way of seat selection for both 
outbound and return 

Inconsistency in way of selecting seats 
diagram vs. numbers 

Confusion between systems Consistent way of selecting no. of 
passengers 

User believes invoice function is nice Can be a useful function for 
companies etc. 

Have a way of showing payment 
amount 

User is unsure whether the site is 
loading info. or has crashed 

Loading bar indication is unclear A way of indicating loading progress 

Fastest route option not found  No filter for fastest route Have route options 

Design of interface is nice Colours, boxes etc. can attract user Use pleasant colours, designs 
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OPNs-INFO BUS

Observation Problem/Opportunity Need

Recent searches saved Good for frequently used journeys A way to ensure recent searches show 
on app.

Open date ticket option Ticket can be used whenever An option for tickets to be valid for 
certain time

Difficult to understand arrow 
indicates price up or down 

Price filter A way to clearly show price options 
for journeys 

Buttons hard to move around while 
trying to set filter options 

Better way of setting filters A way of filtering options 

User likes comfort options for longer 
journeys 

Having different target markets A way to filter comfort options 

User likes display of details/ journey 
info. Summary before payment 

Less mistakes in app. with summary A way to display what customer has 
selected 

User notices timer for payment This can be pressuring/ motivating for 
the user 

Indicate amount of time user must 
make the purchase

Darker colour of interface not usual User interface can be distracting/ 
attracting 

Use a consistent colour theme 
throughout the app. 

Each page allows for a separate detail 
selection 

Clearly separating each step of 
payment process

Having a clear distinct separation 
between sections

Email sent when going through 
booking notifying customer 

This is could ensure customer knows I 
they have paid or not 

Confirming payment with sending e.g. 
email to customer 

Duration of journey displayed Indicates time it will take from A to B A way to indicate how long journey 
will take 

Bus type shown by diagram Customer is clear on what type of 
vehicle they are taking 

A way of indicating by diagram what 
vehicle is coming to collect the 
customer 
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Affinity Diagram Ļ Needs Design Guide  
Option to pay as 

guest at 
checkout 

Clarity in ticket 
type selection 

Time for whole 
process in not 

too long 

Allow both one 
and multiple 

passenger 
bookings 

Keep all 
information 
within app. 

Allow for both 
scroll and search 

options 

Make sure all 
information is clear 
to users universally 

Keep app. clear, 
concise & straight 

to the point 

Allowing the user 
to choose number 
of trios they want 

to pay for

Have multiple 
payment options 

Have a version 
~o ňo]´~¯ªr®j 
~§®r~|ŉ

Show other routes 
that may take you 
to the same place 
and their prices 

Have the ticket be 
valid for a certain 
amount of time 

Q&A section in 
app. 

Have an incorporated 
AI chatbot/ way of 
communication to 

others in app.

Have the app. 
recognise similar 
destinations to 

what user inputs

Have one calendar 
for selecting both 

outbound and 
inbound dates

A clear was of indicating 
which routes are sold out 

/ still available for 
purchase

An easy way to 
share with others 
the route you are 

taking

A clear way of seat 
selection for both 

outbound & return 

Consistent way of 
selecting no. of 

passengers 

Clear indication of 
amount due to pay

A way of indicating 
loading progress 

Have route options 

A way to show 
recent searches 

on the app. 

Option for tickets 
to be valid for a 

certain amount of 
time 

A way to clearly show 
price options for 

journeys 

A convenient 
way of filtering 

options 

A way to display what 
the customer has 

selected  

A way to indicate how 
long the journey will 

take 

Confirming payment 
with sending e.g. 
email to customer 

Having a clear, 
distinct separation 
between sections 

Use consistent 
colour theme 

throughout the 
app. 

Indicate how long the 
user must make the 

purchase 

A way of indicating 
what type of vehicle 
will be picking up the 

customer 
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Affinity Diagram Ļ Needs  

Time for whole 
process in not 

too long 

Keep all 
information 
within app. 

Allow for both 
scroll and search 

options 

Make sure all 
information is clear 
to users universally 

Keep app. clear, 
concise & straight 

to the point 

Have a version 
~o ňo]´~¯ªr®j 
~§®r~|ŉ

Q&A section in 
app. Have the app. 

recognise similar 
destinations to 

what user inputs

An easy way to 
share with others 
the route you are 

taking

A way of indicating 
loading progress 

A way to show 
recent searches 

on the app. 

A convenient 
way of filtering 

options 

A way to indicate how 
long the journey will 

take 

Confirming payment 
with sending e.g. 
email to customer 

Having a clear, 
distinct separation 
between sections 

Use consistent 
colour theme 

throughout the 
app. 

A way of indicating 
what type of vehicle 
will be picking up the 

customer 

General 
Structure 

Navigation 

Must Have Nice to 
have Key: 

Have an incorporated 
AI chatbot/ way of 
communication to 

others in app.

Title
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Affinity Diagram Ļ Needs  

Option to pay as 
guest at 
checkout 

Clarity in ticket 
type selection 

Allow both one 
and multiple 

passenger 
bookings 

Allowing the user 
to choose number 
of trips they want 

to pay for

Have multiple 
payment options 

Show other routes 
that may take you 
to the same place 
and their prices 

Have one calendar 
for selecting both 

outbound and 
inbound dates

A clear was of indicating 
which routes are sold out 

/ still available for 
purchase

A clear way of seat 
selection for both 

outbound & return 

Consistent way of 
selecting no. of 

passengers 

Clear indication of 
amount due to pay

Have route options 
Option for tickets 
to be valid for a 

certain amount of 
time 

A way to clearly show 
price options for 

journeys 

A way to display what 
the customer has 

selected  

Indicate how long the 
user must make the 

purchase 

Routes Options  Seat & Date 
Selection 

Payment Options 
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Must Haves & Nice to Haves  
Must Have Nice to Have 

Use consistent colour theme throughout the app. Keep app. clear, concise & straight to the point 

Make sure all information is clear to users 
universally 

Q&A section in app. 

Keep all information within app. Have an incorporated AI chatbot/ way of communication to others in app.

Time for whole process in not too long A way of indicating loading progress 

Having a clear, distinct separation between sections Confirming payment with sending e.g. email to customer 

A convenient way of filtering options An easy way to share with others the route you are taking

Allow for both scroll and search options A way of indicating what type of vehicle will be picking up the customer.

A way to indicate how long the journey will take Have the app. recognise similar destinations to what user inputs

5]´j ] ´jª«r~| ~o ňo]´~¯ªr®j ~§®r~|ŉA clear was of indicating which routes are sold out / still available for 
purchase

Have multiple payment options Allowing the user to choose number of trips they want to pay for

A way to clearly show price options for journeys Have route options 

Consistent way of selecting no. of passengers Have one calendar for selecting both outbound and inbound dates

Allow both one and multiple passenger bookings Indicate how long the user must make the purchase 

Option to pay as guest at checkout Option for tickets to be valid for a certain amount of time 

A clear way of seat selection for both outbound & 
return 

A way to show recent searches on the app. 

Clear indication of amount due to pay A way to display what the customer has selected  
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Affinity Diagram Ļ Ranking Must Haves 

Navigation General 
Structure Routes Options  Seat & Date 

Selection Payment Options 

Time for whole 
process in not 

too long 

Keep all 
information 
within app. 

Make sure all 
information is clear 
to users universally 

Having a clear, 
distinct separation 
between sections 

Use consistent 
colour theme 

throughout the 
app. 

Allow for both 
scroll and search 

options 

Have a version 
~o ňo]´~¯ªr®j 
~§®r~|ŉ

A convenient 
way of filtering 

options 

A way to indicate how 
long the journey will 

take 

Allow both one 
and multiple 

passenger 
bookings 

A clear way of seat 
selection for both 

outbound & return 

Consistent way of 
selecting no. of 

passengers 

A way to display what 
the customer has 

selected  

Option to pay as 
guest at 
checkout 

Clarity in ticket 
type selection 

Have multiple 
payment options 

Clear indication of 
amount due to pay

1. 

2. 

3. 

4. 

5. 

Allowing the user 
to choose number 
of trips they want 

to pay for
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Design Criteria (as per brief)  

üTaxi/ Bus Service for people in rural areas  

üConnect other Transport Services 

üAllow for bikes, buggies, wheelchairs etc.

üVarious prices, sustainability, user experience, 

safety & efficiency considerations
    
Focus Statement:     

üCreate a shuttle bus service that has set routes but varying pickup 

points along the way.  
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üProject Brief
üTimeline

Research Phase
üBenchmarking 
üUsability Tests 

Design Phase
ü Process Flow Development
ü Wireframe Design 
üFinalising Design

üSite maps 

üTask flows 

üWireframes
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Brainstorm 
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Site Maps & Task Flows Analysis  
(sketches)
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Site Maps & Task Flows Analysis  
(sketches)
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Site Maps & Task Flows Analysis  
(sketches)
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Site Map 
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Site Map 
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Task Flows
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Site Map of my app. 



F
lo

w
 D

e
v
e

lo
p

m
e

n
t 
  

03/03/2024

53

Task Flow of my app. 
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Wireframes 

Initially  when  thinking  of  my  app  I wanted  to  make  it  so that  is would  have  a choice  of  multiple  
modes  of  transport,  however  I moved  away  from  this  &  decided  to  focus  solely  on making  a 
practical  shuttle  bus service . 

The first  iterations  of  wireframes  were  basic, quick  sketches  to  get  a feel  for  what  I could  possibly  
include  in  my  design . These sketches  include  varieties  of  options  and possibilities . I then  went  
onto  using  Figma  to  see what  I would  include  and  what  would  work  rather  than  continuing  to  
wireframe  on paper,  as this  would  give  me a better  idea  of  how  the  app  would  look . 
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Wireframes 
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Wireframes 
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Logo Design  I decided  on  a name  for  my  app . : Pick 
A Point,  as the  main  point  of  my  app  
was to  pick  your  own  pick  up  point . 
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üProject Brief
üTimeline

Research Phase
üBenchmarking 
üUsability Tests 

Design Phase
ü Process Flow Development
ü Wireframe Design 
üFinalising Design üWireframes (black and white)
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Black and white
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Black and white
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Typography

One of the first things I did when making beginning to make my prototypes was chose a 
typography design. This is important for keeping consistency across frames and allow for good 
readability for the user.

Font : Fredoka  ( simple, easy to read, appealing to eye) 
Size: 22

I decided to use all caps for my app. I found this would ensure all users can clearly understand 
the text.  Some areas looked better however with a lowercase font but the text is the same font 
throughout the app for consistency. 

Colour Scheme
I decided to be bold and choose a fun colour for my app. I chose purple as it is typically a 
calming colour and would match the logo I had already designed. I used various shades of 
purple, blue and grey throughout my app to help with navigation and hierarchy. 
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üProject Brief
üTimeline

Research Phase
üBenchmarking 
üUsability Tests 

Design Phase
ü Process Flow Development
ü Wireframe Design 
üFinalising Design üFinal Design

üUsability Tests 

üResults 

üReflection of Design Criteria 



F
in

a
lis

in
g

 D
e

s
ig

n
  
  

27/04/2024

63

Prototype

Home  Page: 
Step 1: Enter  your  location  

Type  where  you  are/where  
you  want  to  be picked  up  or  
scroll  through  the  listed  
options  *

*Note : place  holder  options  are listed  in  the  prototype/  type  and  scroll  options  are not  enabled  

Option  to  login  is available  if  desired  

Step 2: 
Select  Travel  now  or  
travel  later  option

Progress  bar  allows  for  user to  
scroll  between  pages to  see 
what  they  will  have  to  do  to  
purchase  a ticket

Name  of  page  for  clarity  

Easy discoverability  
by clicking  on icons   
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Prototype
Destination  Choice Ļ like  the  
home  page  choose  your  
desired  destination  

Once your  destination  is 
chosen go click  ňp~ to  ª~¯®jŉ 

Live route  option  shows  
users other  available  routes  
at  any  given  moment  in  time

Buy page  stays blue,  
indicating  that  a route  is 
being  searched/bought  

TRAVEL NOW OPTION 
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Prototype TRAVEL LATER OPTION 

ConsistencyĻ like  the  
ň®ª]´jz |~µŉ option  
choose  your  desired  
destination  

Option  to  choose  date  
and  time  allow  user to  
specify  journey  
requirements

Dropdown  
calendar  clearly  
indicates  dates  
chosen  by  user
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Prototype
Once ňp~ route  is 
fq~«j|ŉ  pick  up  
points  along  the  route  
can be selected  by  
clicking  on  the  pick  up  
points  themselves  or  
the  list  below

Choose a pick  up  
point  and  click  
next  to  proceed  

Pick up  point  is 
indicated  by  
enlarged  icon  
for  easy 
discoverability   



F
in

a
lis

in
g

 D
e

s
ig

n
  
  

03/03/2024

67

Prototype

Journey  Summary
Map : shows  route  &  pick  
up  point    

Ticket  type  allows  for  
varying  prices  etc . 

Dropdown  allows  for  ease of  use 

Highlight  allows  for  easy 
discoverability  and  clarity  
in  selected  ticket  type  

Indication  of  where  to  
click  to  move  onto  next  
page  
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Prototype

Discoverability : option  to  
return  to  journey  summary  

Ease of  use: option  to  
choose  payment  method  

Clarity : indication  of  how  to  pay  User feedback : indication  of  
where  the  user is in  the  
purchase  journey

Page layout : keeping  the  
amount  of  things  on the  page  to  
a minimum  allows  for  easy user 
interaction  *

* Process flow : User details  would  need to  be an option  to  input  into  the  app . 
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Prototype

User feedback : indication  that  
ticket  is purchased

Navigation : understandable  
where  to  find  purchased  ticket
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Prototype ĻTicket Page 

User feedback : past  purchases/  
searches would  appear  here  

Available  tickets  shown  here  

Tickets  page  indicated  
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Prototype Ļ Settings and Login page
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Usability Tests 

I conducted 2 usability tests on my app. As well simply asking others for opinions 
on the design. I recorded the following feedback on where to improve: 

Å Unclear if it matters what to choose first destination/travel options 
Å Time not indicated during purchase or on ticket
Å Price not indicated throughout
Å Dropdown of ticket types does not return to original Ļ confusing 
Å Pick-up point not correlating with letters on list, no indication of exact location 

Usability Test 1 - Sara
Usability Test 2 ĻLi 

*Note: Clonlara  to Castleconnell  is an example on a journey that does not exist by 
bus. This is a placeholder option but represents what I hope to achieve with my 
shuttle bus service. Linking small towns and villages to others that already have 
other transport systems passing through them. 

  

https://ulcampus-my.sharepoint.com/personal/22341625_studentmail_ul_ie/Documents/UL%20-year%202/Studio%204/Usability%20Test%201%20(Pick%20A%20Point)%20-Sara%20-%20Made%20with%20Clipchamp.mp4
https://ulcampus-my.sharepoint.com/personal/22341625_studentmail_ul_ie/Documents/UL%20-year%202/Studio%204/Usability%20Test%202%20-Li%20-%20Made%20with%20Clipchamp.mp4
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Final Design Refinement 
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Final Design Refinement 

TRAVEL LATER OPTION 

Ease of  use: I added  an 
option  for  booking  
single/  return  routes   

Clarity : the  chosen  date  
and  time  would  be 
shown  to  user 

Clarity : the  colour  on  
box  would  change  to  
indicate  that  a date  
/time  was already  
selected  


