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Brief Description 

of User 

<< Give a brief description of the user that you selected as a participant. The description should contain the 

user’s profile/demographic, his/her skill level in using the product, and the reasons for his/her selection.  It 

should not contain any personally identifiable information.>> 
 

The user is a male user of Chinese origin aged 23 years.  
He is single and lives with his roommates, who are also graduate students from Carnegie Mellon University. He started his graduate study in the 
U.S. about 3 months ago. 
He majors in Information System Management, and uses computer a lot for his assignments. He is not so familiar with Google Maps right now, 
as he lives close to the campus, and is busy with coursework, so he don’t really need extra guide on the navigation for now.  
He has previous experience with electronic navigation map tools. He will only choose a navigation map tool when he go to a new place, which 
might be unfamiliar to him. He used Google Maps because people around him is using it and he can easily download it from Android app store, 
as Google Maps ranks first in similar kind of tools. 
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Process Overview << Describe the usability evaluation set-up. Include the complete script, which should include the 

questions asked of the users.  Also, include a description of the facilities (where the evaluation will be 

done), and anything else about the context of the evaluation. >> 

 

Complete script: 
INTRODUCTION: 

Hi. Welcome and thank you for taking this paper prototype session with me. The purpose of this test is to learn your possible problem with using 
this interface on a smart phone. It will be presented in a paper prototype form, and you might find it a little different than the actual device, as 
it’s only a low-fidelity representation of the real process on the smartphone. You might also find it a little bit complex to use, but it is totally fine 
to let me know what you are thinking about it, as well as what you feel like suggesting a better solution. It is encouraged to perform the tasks 
and complete them yourself, but if you cannot completely finish, I would also like to know your thoughts and feelings while you encountering 
any problems, confusions, and hesitation. If you would like, I will provide answers to the tasks, but ONLY after the end of our testing session. 
Before we started, let me give you a background on the software. This is a web-based application that will enable people to utilize its street map 
and navigate the locations around them, as well as exploring local business and customizing the maps. You are encouraged to act as natural as 
you can. Please know you may stop at any time and you may answer some questions from me, in order to help me better understand the 
context of using this device. Also, please let the moderator know when you finish each task. 
Do you have any questions before we begin? 
 
PRELIMINARY QUESTIONS:  

*****Before Test Questions********* 
1. Is there a tool that you are using now just like Google Maps? What is it and why do you use that tool? 
2. How frequent you would like to use the similar kind of electronic maps tool? 
3. When would you find yourself using any navigational device? 
4. Who makes the decisions related to navigation? 
5. Would anything influence in the decision making? 
6. How would you know how to use the electronic navigational tool? What kind of information would you use for help? 
7. Does anything particular influence you while picking up on a navigational device? 
8. How do you find your way to an unfamiliar location (eg. You have travelled to a new city)? 
*****In Test Questions********  
9. Why do you find/push/perform that action? 
10. What are you looking for? 
11. How will you trying to solve this problem? 
12. What takes you so long? 
13. What are you considering to make this decision? 
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14. When is the last time you tried to use this function? 
15. Under what situation will you try to think about this problem? 
16. How do you foresee this situation? 
17. How do you usually do if you want to avoid issues? 
18. Why is it hard/easy/fair to meet with your goals? 
*****After Test Questions********  
19. Please give a general impression point on the interface (Range from 1-5). 
20. Do you have any final thoughts on this interface for the product? 
  
INSTRUCTIONS: 

Task 1: 
You have just loaded this application on your phone to help you navigate the street, and you want to play around with it to see your current 
location, as well as getting familiar with things around you. What would you do to take a first glance and get names of stores around you? Please 
also find more information about the road, say the public transit, traffic, or bicycling information, on the map. 
 
Please let the moderator know when you feel you have finished the task. 
 
Task 2: 
Suppose you are in a new neighborhood which you are not familiar with, and you want to find out a nearest Giant Eagle. What would you do 
with this device at hand to find out its location? What if you start from when you open the screen? (Show the initial screen) 
 
Please let the moderator know when you feel you have finished the task. 
 
Task 3: 
After finding the location, you might want to browse the information about this place a little bit. For instance, the business hours and contact 
info about the place. What would you do to get the info? 
 
Please let the moderator know when you feel you have finished the task. 
 
Task 4: 
For the place you want to go, what you would do to get the direction? Also we suppose that you will be driving there, so traffic information 
might be important to consider. What would you do to consider traffic time into your decision? This device should end up with a direction clearly 
marked on the map and ready to present one route with information about how much time it will take you there that you feel satisfied for you 
to refer to. 
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Please let the moderator know when you feel you have finished the task. 
 
Task 5: 
Suppose you have arrived at the Giant Eagle. Now you want to start from a new place near you, which is NOT Giant Eagle, and then walk to 
another place. What would you do to make a direction from one specific place to another place? This device should bring you a map marked 
with walking options that you feel satisfied with and choose from. 
 
Please let the moderator know when you feel you have finished the task. 
 
Task 6: 
If you want to mark a place by dropping a star on the map, what would you do? You can see the result is like this part of the map as what I leave 
there, a star. 
 
 
Description of the facilities: 
The paper prototyping session took place at a quite student lounge area at late Saturday night using my iPhone as a video camera and my laptop 
as a voice recorder. 
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Transcript << Provide a summary of what the user did and said, and what you did and said. If at some points you have to help 

the users, because they cannot figure out what to do, that must be included in your transcript. It is not necessary to 

write down every word that the user says, just what is interesting and useful. Be sure to write down all actions on 

the device, whether correct or wrong. Include any notes of what happened along the way. Note: we do not want 

you to turn in your videotape or audiotape, just the transcript. This section has line numbers, which you can use as 

the references in the next section, or add time codes if you want.>> 

Me: (read and asked preliminary questions before testing) 1 

 2 

User: I would use Google Maps only when going to a new place. I can rely on it because it is said to be the most popular tool. I hope the 3 

navigation tool on my phone can be 1) accurate: as long as technology is utilized, I hope it can be less error-prone, and provide accurate road 4 

information and direction for me. 2) quick: I hope to retrieve what I want as quick as possible with minimum delays, and I don’t want to waste my 5 

time in waiting for the results to deliver to my phone. 3) provide public transportation information effectively: I utilize the tool to see public 6 

transportation that I can use, since I don’t own a car myself as a new international student here. I would like to see information of the best way to 7 

get my destination, as well as the time calculation. 8 

 9 

Me: (read task 1) 10 

 11 

User: I know the blue point may show my current location. But what is the big circle to the center of the screen? It seems like a round viewer. I 12 

will try to zoom in the street map and see if the street names shows up.  13 

 14 

(The user tried to zoom-in, and the moderator acted as “system response” that indicating no show-up of the street names. The user looked at the 15 

centered magnifier a bit, and press it) 16 

 17 

User: maybe press and hold it will work? (Press it for 2 sec) 18 

 19 

Me: now the system responses with this screen (showed prototype page 2). 20 

 21 

User: Oh I see, the view under the circle becomes apparent in the bottom with a window. Some store names showed. And also some street names. 22 

But it seems to block my views! (tapped fingers on the empty spots of the map) However, it seems possible if I move with the magnifier the 23 

preview window will go away. Emm… That should not be a problem. If I want to see the route from store 1 to store 2 then I may be able to create 24 

a line between them, since that’s what an electronic map may generally do to create such jobs for me. (clicked and tried to drag between two store 25 

names appears in the preview pane.) 26 

 27 

Me: the system will only move the map with your fingers but no show up with the lines between places. Would you like to try something else to 28 

complete task 1? 29 
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User: Well I think it might be a problem for me if I am not able to create lines by clicking on it. Ok, maybe there is another way to do it. How 30 

about the search box? (clicked on the search box) 31 

 32 

(me: show the prototype screen 9) 33 

 34 

User: I will go ahead and type in the place that I feel like to see. And I click the search button, although the arrow button seems not so clear to me 35 

what it would mean. But I will click on the search button just to search. 36 

 37 

(me: show the prototype screen 3) 38 

 39 

User: I am not sure if that’s the giant eagle pharmacy I want. I think there might be multiple ones for me to choose from, after I typed in my 40 

address, but here is only one sign of indication…  41 

 42 

User: I will try to enlarge the window on the bottom (preview pane associated with the magnifier), and see more about the street names. Or maybe 43 

click on “See Street” button. (clicked on the see street button) Yes, that should do it. 44 

[00:10:13] 45 

 46 

Me: (read task 2 instructions). Please start from the screen where you left from task 1. 47 

 48 

User: (quickly scan through the current screen) I would choose the “To here” button. (moderator showed the prototype screen 6) I believe this 49 

screen shows me the direction. But what is the second option down to the bottom? What if I click on it? (user clicked on the second option) 50 

 51 

Me: Here the system will take you to this screen (prototype screen 8.0) 52 

 53 

User: There are a lot of options, but I don’t really remember what I chose, may it’s better to go back.. Ok I didn’t find the go back button.. 54 

(moderator provided the previous screen here) 55 

 56 

Me: why do you feel like going back to the previous screen? 57 

 58 

User: because I am not sure if that’s what I have chosen, and I need to refer back, so that I will be able to compare back and forth. 59 

[00:14:39] 60 

 61 

Me: (read task 3) 62 

 63 

User: Ok, if I need to start from where I were, then I still need to find a go back button.. But it seems no buttons for me to click and go back. Is it 64 

possible to go back? (looked at the interface for several seconds, and tried putting fingers on empty places and the map region) Oh there I go back 65 

to the map. 66 
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 67 

(the user is now on prototype screen 3) 68 

User: maybe I can expand to see store 1’s information? (tried clicking and zooming in the preview pane) 69 

 70 

Me: the system enlarges with bigger text on the bottom window.  71 

 72 

User: if it’s not showing the specific information, that seems not what I want – the address and contact information. (looked at the “giant eagle 73 

pharmacy” text description for a while and move his finger to the bottom right corner where an “expanding” sign shows) So maybe if I clicked 74 

here? 75 

 76 

Me: Then it will show you this screen from bottom up. (showed prototype screen 5) 77 

 78 

User: Oh I see. That is good to have, and now I can see the business hours is 08:00-22:00. And the call information will be indicated by the 79 

telephone sign! What is the big cross area? 80 

 81 

Me: That’s just some component from previous design of Google Maps. As we are not going to test that part, you don’t need to worry about that 82 

and please just ignore it as some pictures of textual descriptions.  83 

[00:19:58] 84 

 85 

Me: (read task 4) 86 

 87 

User: Still I would use the search bar. But I really think the system should give me a list of options so that I can know which one is the nearest 88 

Giant Eagle. 89 

 90 

(the user quickly typed in the search bar, hit the search button, and after prototype screen 3 is presented, he clicked on to here, and come to the 91 

prototype screen 6) 92 

 93 

User: Now I would like to see the traffic information, there is a count traffic option, which might take me to that goal. (Clicked on “count traffic”, 94 

and the moderator replaced button with a marked button that says “traffic counted”, and the time has changed based on the changing of traffic 95 

counted) 96 

 97 

User: So if I want to choose from multiple options, would it be fine just scrolling the contents in the result? Emm, I don’t see the preview for the 98 

second result. Will there be a preview for that if I scroll? 99 

 100 

Me: Actually, no. 101 

 102 
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User: OK. Then I will click on any option that I might have. (clicked on option1, and prototype screen 8 is shown) If that’s the screen, I will tap to 103 

see routes options among those blue and red lines. That’s weird.. It seems like only the middle option marked in the shortest way. I may want to 104 

choose the middle option on this map. 105 

 106 

Me: What is weird about it? 107 

 108 

User: I can only tell if the option is right for me or not by intuitively looking at the angles and line length marked on the map. Other than that, I 109 

really don’t know what is other information for me to decide which way is the best. There is no indication of time on this screen, so I can only tell 110 

by directly look and guess the distance based on line length and number of corners it has… 111 

[00:28:19]  112 

 113 

Me: (read task 5) 114 

 115 

User: For a new search, it might be good to use the search bar. I will type in the words (the prototype screen 9 showed), and click….I don’t know 116 

if the arrow button can be clicked or not. What if I clicked it? Should I go to the place itself? (clicked on the arrow button, and prototype screen 11 117 

showed.) Oh that’s interesting. 118 

 119 

Me: What do you find interesting about? 120 

 121 

User: It seems the system just by default thought I will start from my own location. But I actually want to start from another direction. That’s not I 122 

want. But when I clicked the search button, it seems to take me to the same place. What is the difference between those two buttons? (clicked a 123 

couple times and tried typing in several times, until prototype screen 12 shows. Then the user changed the starting point address to the place he 124 

want, and change the arriving point to another new place). So I will come up with a screen that has preview options for this two places I types, and 125 

then I will click on one option to see the options in the next page. 126 

 127 

User: Also I feel the magnifier is always showing might not make sense. For example in this page when I trying to see clearly what are the options 128 

on the road. I feel it the magnifier is in the way, it can block my views for more feasible regions to examine the road information. But it can be 129 

useful in some cases. I think it might be better if I can show it when I want. 130 

[00:35:02] 131 

 132 

Me: (read task 6) 133 

 134 

User: I will search it, then use the expanded information pane down to the bottom, and expand to see. I think I should click on the start to make 135 

this work.  136 

[00:38:02] 137 

 138 

 139 
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Feedback & Critical 

Incidence 

<< Record your observations in the table on the following page, based on your observations 

and notes taken during the usability evaluation 

 

Description of columns in the table are as follows: 

Prototype Screen/Page: 

Which screen of the user interface the user was evaluating at the point of feedback/critical 

incidence/problem. 

 

Reference: 

This column should be used to relate an item back to a specific point in the session.   The 

reference can be to a specific line number in the transcript above or a time code.  

 

User feedback / critical incidence / problem:  

This column may contain :  

- Feedback (positive or negative) given by the users, or 

- Critical incidences (breakdowns or problems encountered by users) and/or mistakes 

committed by users. 
 

Reason for negative feedback / breakdown: 

Briefly explain the reason for a breakdown or any negative feedback. 

 

Scope: 

Describe the scope of the feedback or the problem; include whether the scope of the issue is 

throughout the product or within a specific screen or screens. If the problems are specific to 

a page, include the appropriate page reference. 

 

Severity (H/M/L) : 

Your assessment as to whether the implication of the feedback is low, medium, or high 

severity. 

  

Way(s) to rectify: 

Suggestion for the modifications that might be made to the user interface to address the issue 

or issues in this row. You MUST include trade-offs to be credible. If you can’t think of some 

bad trade-off, say so. 

  
 



 

  Page 11 of 22 

Usability Evaluation Feedback Analysis 
 

 

 

 

# Prototype 

Screen 

Reference User’s feedback/ critical 

incidence/ problem 

Reason for negative 

feedback / breakdown 

Scope Severity 
(High/ 

Medium/ 

Low) and 

Justification 
for giving it 

that rating 

Way(s) to rectify and any 

Tradeoffs (i.e., why the fix 

might not work) 

1 

See Picture 1 

below 

line 24-26 Name of the route 

should show at the very 

beginning when 

browsing the map in 

the preview pane. Also 

stores marked may 

need to have an 

function to make a line 

between two places in 

order to see the route 

from one place to 

another, how much 

time it takes, and the 

name of route between 

the two places by 

dragging on them. 

In this case, the user 

first see the preview 

pane of the map 

which associated with 

the map. He wanted 

to finish the task by 

making some 

directions to the 

preview pane. It 

would be beneficial if 

he could find the way 

by dragging and 

dropping lines 

between places that 

shown in the preview 

pane. 

This specific 

screen 

Medium. 

 

Because this is 

one possible 

way of showing 

the route 

between places 

quickly and 

directly. Some 

people may 

notice the 

change when 

preview pane 

first shown with 

more 

information 

they want and 

want to meet 

their navigation 

requirement just 

from there. 

Make another function for 

the preview pane, so that 

it accepts press and hold 

to generate route mapping 

options. By doing this, 

when press and hold one 

place on the map there, it 

will trigger a pin as well 

as a starting point marked 

just on the place, and 

prompt the user whether 

to choose a directional 

line to begin marking with 

other places they want. 

 

Tradeoff: this could 

potentially overwhelm in 

a limited size of screen. 

Too much information 

density in a preview pane 

may also have potential 

inaccuracy issues of map 

displaying. 
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2 

See Picture 2 

below 

line 40-41, 

line 88-89 
User needs to find a 

single place using the 

map. He used search 

function, but then he is 

taken to the screen with 

only one selection 

marked. This screen is 

immediately after the 

search action. He then 

feel unsure about if 

that’s the only result he 

want. 
 

When searching for a 

new single place, the 

user expect to see 

multiple choices after 

he hits the search 

button. Therefore, a 

single result showing 

on the map does not 

make sense or meet 

user’s expectation.  
 

These 

specific two 

screens 

High 

 

because users 

will always 

need to use the 

search function 

when finding 

places 

Add a new screen serving 

as a medium page 

between where search 

takes place and where the 

optimal result is selected. 
 

3 

See Picture 3 

below 

line 35-36, 

line 91-92 
When searching for a 

pair of places, the user 

feels not sure about the 

button groups besides 

the search bar. He feel 

the meaning of 

different buttons is not 

clear at the time. 
 

The from-to pair of 

searches needs to 

input a starting point 

and a destination 

point in order to 

work. Action here is 

to search for a place 

to start with and then 

input a place to end 

with. The user is not 

familiar with the 

buttons next to the 

These 

specific 

sequence of  

screens 

High 

 

because users 

will always 

need to use the 

search function 

when finding 

places 

To make sense in the 

screen sequence: only 

when the first search box 

is typed in with a place 

address confirmed there, 

the second search box will 

be able to jump to the 

third screen of picture 3, 

with the first text box 

filled with contents from 

first search box, and 

second text box still 
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search bar, and 

therefore the 

searching action is 

not so efficient 

because of not being 

able to identify the 

buttons there.  
 

waiting for users to type 

in (as empty as the second 

search box from the map’s 

screen). Otherwise, 

clicking on the search 

button will only take the 

user to a single place 

search options with no 

directional message. Or if 

the user clicks the arrow 

button next to the first 

search box, it is assumed 

the user want to go from 

his current location to the 

place he typed in. If the 

user tries to type in things 

only in the second search 

box and hit the search 

button, it will also take the 

user to the 3rd screen in 

picture 3, but with the first 

text box empty and the 

second input box filled 

with what users typed in 

from the second box. This 

is to make sense of the 

search boxes and the text 

box in the results page. 

From the later, users can 

always alter the places’ 

addresses they want to 

find. 
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4 

See Picture 4 

below 

line 55-60, 

line 62 
When coming to the 

new page showing the 

result of last action, 

there is no place to go 

back at the time for the 

user to quickly identify. 
 

The user want to refer 

back to the previous 

selection, but at the 

page of routes 

options, there is no 

way for them to go 

back, thus generating 

hesitation on that 

page.  
 

These 

specific two 

screens 

Medium 

 

because users 

will hope to go 

back to where 

they were in 

their decision 

making at 

multiple points 

Add a go back button to return 

to the previous page on the map 

routes page, which marks all 

the possible options directly on 

the map. 

 

Tradeoff: Partially changed for 

one screen 1 from picture 4. For 

screen 2, it may not need to add 

the go back button due to 

overlapping of the functions. 

The magnifier on top of the 

screen can also bring the user 

back to their previous maps 

view page, so it is not necessary 

to add a go back function 

elsewhere again. 

5 

See Picture 5 

below 

line 57-59, 

line 109 
User wants to find a 

best way from one 

place to another, but 

from the map they 

cannot tell which one is 

the best. 
 

User expects that 

there will be other 

information that can 

help him make 

decision of what is 

the best way, 

however there is no 

such information on 

the map. They want 

the best way that they 

will choose can be 

the simplest way to 

go from A to B. They 

cannot tell the 

difference between 

blue marked ways 

and the red way 

which one is the best, 

and they can only 

recall from memory 

This specific 

screen 

High 

 

because this is 

the last crucial 

step for the user 

to complete 

his/her decision 

making process 

by looking at 

the options 

marked on the 

map 

Add an informative area 

to the bottom to indicate 

the time information, as 

well as a succinct 

description of the route 

option. 
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about what the 

previous page said 

about the time 

information.  
 

6 

See Picture 6 

below 

line 128-

130, line 

23-24, line 

30 

User feels sometimes 

the magnifier may 

block his views to find 

routes on the map. 
 

User feels 

unnecessary to see 

the magnifier on the 

result page, as the 

result page should be 

exactly what he can 

choose from and 

make a decision by 

glancing at it. While 

he still thinks having 

a magnifier while 

exploring the places 

will be helpful.  
 

This specific 

one screen 

High 

 

because 1. 

Magnifier 

appears on 

many pages and 

will influence 

consistency; 2. 

The last screen 

in user’s 

decision 

making process 

needs to be 

clean and intuit 

with the main 

thing up in the 

front 

Show the result on the 

map without magnifier by 

default. But user can still 

utilize the magnifier by 

clicking on the magnifier 

button from information 

box to the bottom. They 

can hide the magnifier by 

clicking the “close” button 

on the preview pane as 

well. 
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Picture 1: 
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Picture 2: 
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Picture 3: 
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Picture 4: 
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Picture 5: 
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Picture 6: 

 
 

 


