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Executive Summary 

Our Studies 
To help support the goals of the Seattle Police Department (SPD), we planned and conducted a 

usability study of the Community Online Reporting Program (CORP) web service. 

The study goals included: 

 evaluating site’s efficiency, productivity, and end-user satisfaction 

 determine if site meets user’s needs and expectations 

 identifying potential design improvements  

During our studies, we had five study participants who currently live in Seattle and are between 

the ages of 18 - 55.  (1 female, 4 male, 4 self-reported as experienced computer users, 1 

homeowner, and 1 previous CORP user) 

 

We tested the participants on November 17th, 22nd, and 24th, 2014. Each participant was 

given 4 tasks to complete, which included: finding the CORP website, exploring the site and 

giving their first impressions of the site, and two that required determining if the crime 

provided is reportable and if so they are to go through the online crime reporting process. 

 

We recorded the sessions to capture participant interactions with the CORP website and 

additional qualitative and quantitative data.   We ended the test with a questionnaire that 

addressed the users’ likes, dislikes, and usefulness of the CORP site.  We complemented this 

questionnaire with product reaction cards to facilitate an open dialogue with the users about 

their overall experience.  

Our Findings 
We identified several usability opportunities with the page navigation design, unclear site goals, 

and site restrictions.   Some examples of our findings are outlined below: 

 The ‘File a Report’ button was not immediately visible to users. 

 The homepage text overwhelmed users and they were unable to find crucial 

information. 

 Error messages were unclear to users and did not provide sufficient description to make 

corrections. 

 Users perceived no personal benefit for filing their crime online. 

 The restrictions for filing the crimes were unclear to the users. 

The enclosed report details our study objectives, methods, participant information, and the 

results of our study, which include the key findings and a plan for implementation. 
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Study Objective 
 

The objective of our study is to improve the usability of the Community Online Reporting 

System (CORP), to help promote the objectives of the Seattle Police Department (SPD) and the 

users of the site. 

 Product Description 
The purpose of the Community Online Reporting Program (CORP) web service is to provide 

Seattle residents (the clients) with a simple way to file free crime reports which they can use 

while filing claims with insurance agencies. (http://www.seattle.gov/Police/report/default.htm) 

 

Client Objectives 
According to the CORP website1, when a user files a crime report through the site, data is 

collected that assists the Seattle Police Department (SPD) in the following ways: 

  

● “It may help to assist in the identification and return of stolen property recovered as a 

result of other investigations” 

● “It helps the SPD get accurate statistics of these types of crimes” 

● “It provides information that helps the Department make decisions about when and 

where officers are deployed” 

 

User Objectives 
According to the CORP website1, the intended benefits to users of CORP are: 

  

● “The provision of an easy method of obtaining an official incident report to provide to 

an insurance company when making an insurance claim” 

● “assist[ing] in the identification and return of stolen property recovered as a result of 

other investigations” 

 

Study Goals 
The goal of our study was to test the efficiency, productivity, and end-user satisfaction of the 

current reporting system.  We focused on these three goals because we anticipated they are 

the most important components to an optimal user experience for a site like CORP. To 

determine which design opportunities to test for within the user interface and content areas, 

we identified 3 potential error types to test for: 

 



 6 

Navigation errors 

Failure to locate functions, excessive keystrokes to complete a function, failure to follow 

recommended screen flow. 

 

Presentation errors  

Failure to locate and properly act upon desired information in screens, selection errors 

due to labeling ambiguities. 

 

Control usage problems 

Improper toolbar or entry field usage. 

 

Based on the potential errors types that we identified, we formulated the following key 
usability questions: 
 

 How effective is the CORP website? 
 Are users able to complete tasks on the CORP website?  

 How easy is it to find CORP?   
 Is the process clear to the user? 
 Are the users able to find adequate information to answer their 

questions? 
 

 Is the CORP website efficient? 
 How long does it take to complete the task?  
 How long does it take for users to find their desired information? 

 
 What is the user-satisfaction of the CORP website? 

 Do users like the CORP website/process? 
 How do users feel about reporting crime online/ the CORP website?   
 Level of satisfaction with the process?  
 How did the user feel about the process? 

 What would the users like to see changed? 
 
Sources: 

1. http://www.seattle.gov/police/report/CORPFAQ.htm 

 

 

 

 

http://www.seattle.gov/police/report/CORPFAQ.htm
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Methods 

Testing and Approach 
The usability evaluation of the Seattle Police Department’s Community Online Reporting 

Program’s website was conducted by UXCORP in Seattle, Washington on November 17th, 22nd, 

and 24th, 2014.  

 

During the usability evaluation, five participants, matching the user profile(s), were asked to 

spend one hour and a half with the site.  During this time, participants: 

 

▪ Completed an initial user background questionnaire 

▪ Answered questions about initial site impressions 

▪ Performed real-world tasks on the site while thinking aloud  

▪ Answered post-test questions about their overall satisfaction and reaction of the site 

 

The Session 
Each test session was scheduled for a total of 90 minutes and began with the team arriving 30 

minutes before the participant’s arrival time, in order to set up the equipment. 

 

Once the participant arrived, the facilitator greeted him/her and offered refreshments. While 

the participant was getting comfortable, the facilitator described the purpose of the study and 

think-aloud protocol to the participant.  

 

After signing the consent form to allow the team to audio and video record the session, and 

completing the pre-test questionnaire, the participants were asked to complete four scenarios 

or “real-life” tasks on the site.  The tasks were presented in the order listed below and the 

participants followed along using either the paper or computer form of the scenarios. 

 

 

The following tasks were chosen by the UXCORP team for the participant to complete: 

 

# Task 

1 You live in Seattle; your next-‐door neighbor recently mentioned that he was 

able to file a police report online. You are curious about what crimes you can 

report. Open up a browser of your choice and search for the website. Browse 

the page and tell us your first impressions. 
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2 You want to determine if there is a special program or plug-‐in you need to 

install on your computer before you begin reporting a crime.  

 

Click on the CORP homepage bookmark, located on your browser’s toolbar to 

navigate to the CORP Homepage. 

 

Search the site for information that may help you determine this. 

 

3 You have noticed several young men coming in and out of your next-‐door 

neighbor’s house.  You suspect her grandson is selling drugs. You are 

considering reporting him to the police.  

 

See if there is information on this site to help you determine whether you can 

report this crime. If your crime is reportable, file a report for the crime. Please 

stop before you click the Submit button. 

 

 

4 You have just returned to your house in Seattle after a two-‐month long 

vacation in Europe. As you look through a pile of mail, you see letters from a 

variety of credit card companies indicating that you have yet to pay off the 

purchases you made in the past month. However, you never applied for these 

cards and upon further investigation, realize that someone has been using 

your social security number and other personal information to create new 

credit card accounts in your name. You immediately decide to notify the 

police. 

 

See if there is information on this site to help you determine whether you can 

report this crime. If your crime is reportable, file a report for the crime. Please 

stop before you click the Submit button. 

 

After each task, the participants were prompted to reflect on their experience, explaining 

points of frustration or make suggestions for improvement. 

 

Once all the tasks were completed, the participant was brought over to the center of the table 

where all the Product Reaction Cards were laid out. They were then asked to pick five of these 

cards reflected their overall reaction and experience with the site while explaining their 

reasoning.  We concluded their time with us with a post-test questionnaire. 
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Once the participant left, the team had a 15-minute debrief of the session with each team 

member revealing their greatest “Ah-ha” moments, their most profound findings of the session, 

before analyzing any data. 

 

Data Collection 
The qualitative data we collected consisted of: 

● User comments & Recommendations 

● Problems Experienced 

● Pathway the user took 

● Was prompting or assistance necessary? 

● Five words chosen from the Product Reaction Cards 

● Participant quotes 

● Other notes on reactions 

 

The quantitative data we collected consisted of: 

● Number of critical errors and location 

● Number of non-critical errors and location 

● Does the participant complete the task? 

● Does the participant stay on the preferred path? 

 

Testing Environment, Equipment, and Set-Up 

Following is a summary of the participants’ computing environment:  
 

URL of tested website: http://www.seattle.gov/Police/report/default.htm 

Computer platforms:  HP Probook 

Browser tested: Browser of user’s choice 

Operating system: Windows 7 

Connection speed: Ethernet  

Location: Small Conference Room (SIEG 427) 

Video/Audio Recording 
and Logging Platform: 

Morae 

Additional Equipment: LCD Monitor 
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More on the data-logging equipment: 

We used previously installed Morae software to record and log the sessions on two HP 

Probooks borrowed from the University of Washington’s LUTE lab. Morae allowed us to record 

the participant’s reactions visually and verbally while simultaneously capturing the participant’s 

computer screen. The software highlighted the location of the users’ cursor and indicated each 

time the participant clicked the screen. At the end of each session, Morae allowed the 

observers to save the recording for review and playback. Our teams saved the sessions as both 

WMV and MP4 files. 

 

More on the location and specificity of the room: 

We used one room for both conducting and observing the test, which was located in the 

University of Washington’s Sieg Hall - Room 427. This room is a small conference room, which 

included a 60” LCD monitor, a long table, chairs, and a VGA connector. The equipment provided 

by the room allowed us to mirror the participant’s computer screen behind them, giving the 

observers a larger screen to view. The long table allowed the participant and moderator to be 

distant and separate from the observing team. The table also enabled us to lay out all the 

product reaction cards on the table between the participant and the observers. 

 
Room Set-Up:  

           
 
 
 
More on additional equipment used: 

The room that we used had poor internet connection, so we borrowed two Ethernet cables to 

ensure smooth, stable website browsing and remote recording for the study. The lower fidelity 

equipment we used were printed and included the Product Reaction Cards, and the qualitative 
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and quantitative note-taking forms. The Product Reaction Cards were made up of 118 positive 

and negative adjectives, from which each participant chose 5 cards that described their overall 

experience with the site, as mentioned earlier in the Method and Approach section. Examples 

of these cards and forms are located in the Appendices. 

 

Usability Testing Roles 
Each test performed required a variety of roles to be filled. Individuals played multiple roles and 

some tests did not require all roles, however each member of the UXCORP team had an 

opportunity to perform each role at least once.  We have five members of our team, so each 

member acted as a note-taker twice, and we had at least 2 note-takers for each test session, 

collecting quantitative and qualitative data. 

 

 

The roles we created are as follows: 

Facilitator 

● Provided overview of study to participants 

● Defined usability and purpose of usability testing to participants 

● Assisted in participant and observer debriefing sessions 

● Responded to participant's requests for assistance  

Note Takers (2) 

● 1 Quantitative, 1 Qualitative 

● Recorded participant’s actions and comments 

Test Observers  / Facilitator Assessor 

● Silently observed the session 

● Assisted the data logger in identifying problems, concerns, coding bugs, and procedural 

errors 

● Critiqued the Facilitator 

 

Tech Manager 

● Operated the two computers and LCD monitor 

● Saved and labeled the recordings 

● Ensured the technology necessary for testing sessions functioned correctly 

● Reset systems in between participants 

● Was comfortable with the technology and be able to troubleshoot problems 
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Other roles that will be shared outside of facilitation 

● Lead report writer (compiles report) 

● Data analysis lead (leads team through analyzing data) 

● Recruiting manager (ensures representatives are recruited and scheduled) 

 

 

How the Data Was Analyzed 
The data was initially analyzed separately. Two of our members summarized the data from the 

Pre-test and Post-test Questionnaire. Each of the five members of the team analyzed the data 

for the particular session they facilitated. The quantitative data was easy to average and 

compile, even while our team was apart because we entered our data in a shared Excel file, 

which had auto calculation. After we had a few group meetings to discuss the qualitative data 

we collected and finalized our top findings and themes, along with the answers to our research 

questions. 

 

 

Participants 

Description of Participant Groups 

We recruited five participants to evaluate Seattle Police Department’s Community Online 

Reporting Program website.  Their demographic information is provided below:  

 
 
 
Gender 

Women 1 

Men 4 

TOTAL (participants) 5 
 

  
 
 
Homeowner or Rent 

Rent 4 

Own 1 

TOTAL (participants) 5 
 

Age 

18-55 5 

TOTAL (participants) 5 

 
 
 

Previously Online Crime Reported  

Yes 1 

No 4 

TOTAL (participants) 5 
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Seattle Residency 

Yes 3 

No 2 

TOTAL (participants) 5 
 

Recruited from Online Screener 

Yes 4 

No 1 

TOTAL (participants) 5 

   

Participants, matching the Seattle Police Department’s Community Online Reporting Program 

user profile, were recruited prior to testing with the assistance of an online recruiting survey 

posted on both Facebook and Reddit. We only were able to retrieve 4 of 5 participants from the 

online survey. We had a total of 5 respondents, but unfortunately, due to scheduling issues, the 

last respondent could not be used. To fill the last spot in our needed participants, the last 

participant was recruited by one of the previous participants. Although only two said they do 

not have Seattle residency, all participants currently are either temporarily or permanently 

reside in the city of Seattle.  Participants had no monetary compensation their time, but we 

offered refreshments throughout the study. 

 

 

Screener Results 
Our team tried to screen for our initial target participant profiles by providing questionnaires 

that tested participants for the following criteria: 

● All participants must live in Seattle 

● All participant must be between the ages of 18 and 55 

○ We suspected that those in that age range are the most likely to online 

report a crime. 

● All participants must be familiar with using the Internet 

○ Since we recruited via Facebook, it is implied that the respondents are 

familiar with using the Internet. 

● People with and without experience with CORP 

○ This division was created to observe the learning curve of the website, 

but most of our participants will be those who have not used the site 

before because we suspect most users in the community will new to the 

site, so we should observe their initial reactions and navigation through 

the site. 

● People who are and are homeowners  

○ By dividing the participants into homeowners and non-homeowners we 

can find participants that fit scenarios more suitable and imaginable to 

them. 
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● It is preferred for the participants to not personally or have any family members 

be in law enforcement to prevent any bias. 

● If the respondent happens to have a crime they want to report, we could have 

used that to our advantage to see their interaction with the site, having real 

emotional context. 

● 1:1 ratio of male:female (preferred) 

● All participants must have the ability and willingness to participate in a 90-

minute study 

 

 

The summary of the findings for each screener question will be presented after each question. 

 

Are you between the ages of 18 and 55? 

□  Yes 

□  No 

 

Respondent 1 Yes 

Respondent 2 Yes 

Respondent 3 Yes 

Respondent 4 Yes 

Respondent 5 Yes 

 

Are you or a family member in law enforcement? 

□  Yes 

□  No 

  

Respondent 1 Yes 

Respondent 2 No 

Respondent 3 No 

Respondent 4 No 

Respondent 5 No 

 

Are you a Seattle resident? 

□  Yes 

□  No 
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Respondent 1 Yes 

Respondent 2 No 

Respondent 3 Yes 

Respondent 4 No 

Respondent 5 Yes 

 

The results of this screener did not properly real whether or not the participants currently live 

in Seattle. This question should have been worded differently, such as “Do you currently live 

the in the city of Seattle?”. 

 

Do you currently rent or own your residence? 

□  Rent 

□  Own 

 

Respondent 1 Rent 

Respondent 2 Rent 

Respondent 3 Rent 

Respondent 4 Rent 

Respondent 5 Own 

 

Have you ever reported a crime online? 

□  Yes 

□  No 

Respondent 1 No 

Respondent 2 No 

Respondent 3 No 

Respondent 4 No 

Respondent 5 Yes 

 

If so, for what city and state did you file your crime report? 

 

Respondent 5 Seattle 
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 What tools did you use to file the report? 

  

Respondent 5 CORP 

 

 What type of crime did you report? 

  

Respondent 5 car prowl 

 

 

Which of the following dates would you be able to make it to the UW campus for a research 

study? 

□  Saturday, November 8th 

□  Sunday, November 9th 

□  Saturday, November 15th 

□  Sunday, November 16th 

□  Weekdays (November 10 - 14) 

□  Weekdays (November 17 - 21) 

□  None of the above 

Respondent 1 

Saturday, November 8th, Sunday, November 9th, Saturday, 

November 15th, Sunday, November 16th 

Respondent 2 

Sunday, November 16th, Weekdays (November 10 - 14), 

Weekdays (November 17 - 21) 

Respondent 3 Weekdays (November 17 - 21) 

Respondent 4 Weekdays (November 17 - 21) 

Respondent 5 None of the above 

 

The respondents were followed up on this question via email to schedule a session for times 

that both the team members and they were available. However, because of this, Respondent 4 

was unable to be a participant due to conflicting schedules. We gained our final participant 

without the screener, but via one of our participants. 

 

Which of the following time(s) of day are you available? 

□  Mornings 

□  Noon - Afternoon 

□  Evenings 
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Respondent 1 Noon - Afternoon, Evenings 

Respondent 2 Mornings, Evenings 

Respondent 3 Mornings 

Respondent 4 Mornings 

Respondent 5 Evenings 

 

 

 

Please provide your email address. 

We will only use this to follow up on this survey. 

 

___________________________________ 

 

(The results of this question will not be shown due to confidentiality) 

 

 

Is there a crime you have witnessed or been the victim of that you would like to report? 

 

□  Yes 

□  No 

 

Respondent 1 No 

Respondent 2 No 

Respondent 3 No 

Respondent 4 No 

Respondent 5 No 

 

 If so, what kind of crime? 

  

 ________________________________________ 
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Summary of Pre-Task Questionnaire Results 
At the beginning of each session, we asked participants nine questions, which included: 

  

  

1) Are you between the ages of 18 and 55? 

·    Yes 

·    No 

2) Are you a Seattle resident? 

·    Yes 

·    No 

3) Do you currently rent or own your residence? 

·    Rent 

·    Own 

4)  Have you ever reported a crime online? 

·    Yes 

·    No 

  

4a) What tools did you use to file the report? 

  

4b) Do you think the tools were effective? Why or why not? 

 

5) What are your thoughts on online crime reporting? 

  

6) What types of crimes do you think can/ should be reported online? 

  

7) What do you believe are important features for a crime reporting application to have? 

  

 

Summary of the responses: 

For the first 4 demographic questions, not including 4a and 4b, the results are listed in the 

“description of the participant groups” section. 

  

#5: A couple participants never thought of reporting crimes online, but all participants noted 

the potential usefulness, ease, and effectiveness of online reporting. However, many of them 

do suspect a delayed response or action. One even suggested possibly having a mobile crime 

reporting application could be helpful, so the victim can report at the scene of the crime. With 

the individual who has used the CORP site before raised their concern that crime statistics are 

all that gets collected rather than the department taking action from the data collected. 
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#6: All participants recognize that all crimes, more specifically minor crimes, should be reported 

online. They also all note that they would not online report in the case in a real crime 

emergency. 

  

#7: A list of the important features a crime reporting application should have: 

- detailed information input 

- location 

- perpetrator description 

- incident description 

- time and date 

- ease of use in case of emergency situations 

- quick feedback regarding actions taken or that will be taken 

- statistics on type of crime 

- ability to report crimes anonymously 

- connection to the local police department or official agency 

- up to date with information 

  

#8: We had one participant who has used CORP before. 

  

#9: This participant mentioned that CORP was “effective in feeding the database and in 

generating a case number, etc., but not a great user experience relative to what action is being 

taken”. 

 

Findings & Recommendations 

Summary of Post-test Questionnaire Results 
 

At the end of each session, we asked participants six questions: 

 

1. What are your general impressions on CORP? Select five emotion cards that apply. 

Product Reaction Card Exercise – See Appendices 

2. How do you feel about the visual design of CORP? 

3. What do you specifically like about using CORP? 

4. What do you specifically dislike about using CORP? 

5. Do you believe that CORP is a useful tool for Seattle to have? Why or why not? 

6. Would you consider using CORP in the future? 
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Summary of Responses: 

Question 1: 

Visual Display of Results: 

 
Actual Count: 

Straight-forward (1) 

Accessible (1) 

Time-saving (1) 

Ordinary (1) 

Useful (1) 

Busy (2) 

Frustrating (1) 

Time-Consuming (3) 

Useful (1) 

Dated (1) 

Efficient (1) 

Fast (2) 

Not Secure (2) 

Irrelevant (1) 

Approachable (1) 

Distracting (1) 

Hard to Navigate (1) 

Stressful (1) 

Business-like (1) 

Reliable (1) 
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Questions 2 - 6:  

Participant #2 #3 #4 #5 #6 

P1 

Needs to be 

aesthetically 

pleasing. 

Little too 

simple at 

times. 

Lists the 9 

incidents that 

are reportable in 

an organized 

manner. 

Too wordy at times, 

needs to highlight 

relevant 

information. 

If people can actually 

file reports that will be 

followed up on. Yes 

P2 

Blue, Nice 

photos, 

difficult to 

navigate. 

Liked that an 

online reporting 

mechanism 

existed. 

Had trouble quickly 

finding what I was 

looking for. Lots of 

reading to 

understand 

categories, etc. 

Yes, good to gather 

statistics but needs to 

describe what's in it for 

me. Yes 

P3 

I feel that it 

is a little 

cluttered and 

difficult to 

navigate. 

Once you get 

into the report 

filing, it does a 

good job of 

directing the 

user through the 

process. 

I did not like the 

disclaimer stating 

that there will not 

likely be follow-up 

to the report. 

Not especially, because 

I feel that it is still more 

effective to file a report 

in person/over the 

phone. Not likely. 

P4 

I feel that it 

is a bit 

cluttered, 

confusing at 

times. 

That it is a self-

reporting 

method available 

to citizens at any 

time of day. 

Difficulty of finding 

the right 

information I was 

looking for. 

Yes and No - I 

personally would much 

prefer speaking to 

someone or an 

investigator directly 

but understand that it 

would require more 

time on their end. No. 

P5 

It's very dull, 

boring, and 

professional. 

There is a lot 

of text and 

information 

to go 

through. 

The report 

process is really 

fast and 

somewhat easy. 

When I fill out 

personal it is a little 

confusing to type 

street name and 

address in separate 

boxes. It would be 

nice if it combines 

into one long box. 

I believe that it is 

somewhat useful. The 

reason is I feel like the 

report won't be solve 

fast enough and there's 

not estimating that 

there will be any 

update regarding that. 

After 

today, Yes I 

would if it 

was a non-

life 

threatening 

emergency. 
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Major Finding #1: Navigation & Page Design 
 

Our first major finding was that CORP’s page layout and navigation left its users very confused 

and overwhelmed.  First reactions to the site’s home page included comments calling it 

cluttered, confusing, and distracting.  All the information in the three columns towards the top 

of the page was reported by users to be, paradoxically, both too much and too little.  Our 

participants were immediately off-put by the amount of information it seemed they had to 

understand to use the site, but also had trouble using that information to determine whether 

or not CORP was the right place to report what they had witnessed. 

 

As a result of the problems presenting information to the user, the site also suffered from some 

navigation issues.  Several of our participants took much more time than expected finding 

where to actually submit the report.  They would commonly search through the information 

presented in their initial view of the site for a way to file a report and, not finding it there, 

would go to either the CORP FAQ or Narcotics Activity Reports pages looking for the link.  

Instead, the button to file a report is found below both the fold of the page and even more 

information to absorb before starting the reporting process. 

 

 
View of CORP that fits in a single window. 
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Once the user has entered the report, they are presented with an “Incident Type List” which 

contains the types of crimes the user can report, as well as a description and examples of that 

type of crime.  The list is alphabetized, making it easy for the user to find something if they 

already know what they are looking for, but serves to the user’s detriment if they need to 

compare and contrast similar incident types.  In our study, three of our five participants 

attempted to file an identity theft incident as credit card fraud because that option showed up 

first on the list and seemed to fit the criteria.  Of course attempting this will give the user an 

error message, but the message itself is vague, telling the user only to review the incident list 

and choose the best option.  This ignores the fact that if the user found this page, they 

obviously thought credit card fraud to be the best option.  The participants who ran into this 

problem all said it was very frustrating, one of them even giving up at that point, saying they 

would call in the report at that point. 

 

 

 
Error message given when reporting identity theft as credit card fraud 
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Supporting Evidence 

Below, we have quotes from our participants supporting these findings.  These quotes are 

taken both from their time working on the tasks and from the post-test questionnaire given to 

each participant. 

 

Direct quotes from user testing 

P3:  “Crowded, lots of links...When I’m actually looking where to report the crime, it’s not too 

clear.” 

P4:  “What am I looking for?” 

P5:  “The website’s really cluttered...I’m trying to find a place where I can actually fill out a 

report online, if it’s even possible.  I can see on the left side it says ‘Reporting Crime,’ and it says 

‘online,’ but I can’t find the [form].” 

 

Post-test questionnaire results on usefulness of service 

P1:  “Too wordy at times.  Needs to highlight relevant information.” 

P2:  “Difficult to navigate...Had trouble quickly finding what I was looking for.  Lots of reading to 

understand categories, etc.” 

P3:  “I feel that it is a little cluttered and difficult to navigate.” 

P4:  “I feel that it is a bit cluttered, confusing at times...Difficulty of finding the right information 

I was looking for.” 

P5:  “It's very dull, boring, and professional.  There is a lot of text and information to go 

through.” 

 

Recommendations: Page layout and navigation 

1. Move ‘File a Report’ button to the main view on the front page so users are not 

confused about where to go to perform the site’s main function. 

 

2. Show a complete list of reportable crimes on the main page so the user can immediately 

know all of what they can report. 

a. This list should start as just the name of the incident type, but each incident 

should expand to give details and examples of what it might entail. 

b. The list should also be arranged by type of incident rather than alphabetically to 

prevent confusion and assumptions. 

 

3. Use descriptive headings that convey the section’s meaning to reduce quantity of text 

needed in the sections. 
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Major Finding #2:  Site Goals 
 

Our second finding was the misalignment of the site’s goals and users expectations.  We 

discovered that certain site goals were not obvious to the user.  Data collection, lack of 

investigation, and providing police reports were where we found the most confusion and 

conflict between the user’s expectations and the site. 

Our first example is a screenshot of the CORP homepage (Figure 1).  As you can see halfway 

down on the right side of the page is the disclaimer that most cases will not be investigated.  

Based on the visual hierarchy of information, this disclaimer would be considered low-priority 

and went unnoticed by several participants.  The disclaimer fails to explain the primary purpose 

for filing reports online, which is to obtain expedited police reports for insurance claims of 

stolen or damaged goods.  

  

Screenshot of CORP homepage highlighting the disclaimer “Most crimes will not be 

investigated.” 

 

The user encounters another disclaimer while filing an Identity Theft report (Figure 2).  “I 

understand that most online reports do not receive follow-up investigation because they are 

primarily intended to gather valuable statistical data, and I acknowledge that I have no 

expectation of follow-up investigation for this report.   Yes or No.”  This is the first time the 
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users are notified about data collection and the disclaimer provides no explanation for the use 

of the data.  The user has the option to decline, but is not allowed to proceed with filing the 

report.   We discovered there is no actual opt-out mechanism for data collection. 

 

  

Screenshot of CORP page highlighting the data collection requirement 

Supporting Evidence  

Below is a compilation of evidence taken from the testing session we conducted over the 

course of a week.  We used direct quotes from the testing session as well as excerpts from the 

Post-Test Questionnaire that every participant completed.   

 

Direct quotes from user testing  

P1:  “What statistical data is being collected?  I’d like to know what they mean when they might 

not follow through on investigating the crime, and what the data is going to be used for?  

P2:  “Most cases will not be investigated! I think that is going to be an area of frustration.”  “I 

acknowledge that my crime may not be investigated. You’ve got to @#&*ing kidding me!”  
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P3:  “I would assume that filing a report online would alert them that there is criminal activity, 

and that they would want to investigate, and do something about it”, “I think that once I see 

that bulletpoint [referring to ‘I understand that most online reports do not receive follow-up 

investigation because they are primarily intended to gather valuable statistical data, and I 

acknowledge that I have no expectation of follow-up investigation for this report.’] I would call 

them rather than report it online, because it seems like this is… after reading that it seems like 

it’s more for data collection” 

 

Post Test Questionnaire results on Usefulness of service 

We received valuable feedback in our Post-Test Questionnaire where we surveyed the likes, 

dislikes and usability of the overall experience.   P1, P2, & P4 found value in having the ability to 

report their non-emergent crimes online. However, almost all participants had a negative 

reaction to the lack of follow through on investigating the crimes or collecting statistical data.   

Some of the users wanted to know what the incentive was for them to report their crimes.  

Others were willing to provide data if there was a perceived value and the data sharing was 

reciprocal.   

P1:  “If people can actually file reports that will be followed up on.” 

P2:  “Yes, good to gather statistics but needs to describe what's in it for me.”  

P3:  “Not especially, because I feel that it is still more effective to file a report in person/over 

the phone.” 

P4:  “I personally would much prefer speaking to someone or an investigator directly but 

understand that it would require more time on their end.”  

P5:  “I believe that it is somewhat useful.  The reason is I feel like the report won't be solve fast 

enough and there's no estimating that there will be any update regarding that.”  

While the participants expressed concerns about data collection and the lack of investigation of 

reports, the good news is that 3 out of 5 participants said they would use this service at some 

point in the future.  

 

Recommendations: Site Goals  

1.   Clearly define the goals of the site to the user by including information about why the 

reports are not followed up on and the benefit of receiving a timely report for insurance 

claims. 
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2.   Provide more transparency with the use of their data by explaining: 

a.     Why the data is collected 

b.    How it will help the users 

This could be a statement that explains their contribution will help allocate 

additional resources for high-risk neighborhoods.  

3.    Share relevant data with users about the crime they are reporting.  This could be a 

thank you pop-up screen with statistics for their zip code or be included in the email 

they receive with their police report. 

  

Major Finding #3:  Site Restrictions 

Our third finding was about the restrictions that CORP has in place that limits the type of crimes 

that can be reportable via the website. 

● These restrictions can be general, meaning that they apply for all reportable crimes. 

● They can be specific, meaning that a single crime could have a unique set of criteria that 

its needs to fulfill in order for it to be reportable. 

● The restrictions are represented as text and are sometimes repeated in multiple areas of 

the website.  

● The wording used to describe these restrictions caused confusion due to the use of 

acronyms and professional language that is unfamiliar for traditional users. 

 

The general restriction that we wanted to investigate during our usability study is the fact that a 

crime with a known or possible suspect cannot be reported. We wanted to see if users were 

cognizant of this restriction so we set up a scenario where the participant was given 

information about a probable suspect who was participating in narcotics activity nearby. 

However, three out of five participants went ahead and filed a CORP report, disregarding this 

general restriction that was explicitly stated in the Frequently Asked Questions page and the 

home page. 
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As for specific restrictions, we chose to focus on the table of incident types that appear when 

the participants click on the ‘File A Report’ button on the homepage. On this table, next to the 

incident types are a definition of the incident and a few crime examples that would fit the 

incident type. The two incident types that we focused on are ‘Credit Card Fraud’ and ‘Identity 
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Theft’ because both of them include crimes involving the illegal use of credit card accounts. We 

wanted to test whether or not our participants would be able to differentiate between the two 

incident types. In the scenario we set up, a social security number was illegally used by a 

criminal to create a new credit card account under the name of user. Three out of five of our 

participants ended up attempting to file this crime as ‘Credit Card Fraud’ even though the 

crime of obtaining a credit card using a social security number is clearly listed as an example 

of ‘Identity Theft’. 

 

Recommendations 

In the end, it was clear that a majority of our participants were not formally recognizing the 

crime submitting restrictions that CORP had set up. With the high density of text on the CORP 

website, our participants may have inadvertently skipped over the important restrictions 

because they did not want to read the different web pages word by word. This aforementioned 

statement can be demonstrated through the way some of our participants would rapidly move 

the cursor horizontally and vertically across the page as if they were skimming the material. To 

improve the visibility of these CORP restrictions, our team has two major recommendations. 

 

The first, more simple, recommendation is to make the restrictions visually stand out on the 

page. This could entail implementing a color scheme such as highlighting all the restrictions in 

red or something similar that will catch the attention of CORP users. Even with a sea of text, a 

bold visual design will definitely decrease the likelihood of one our participants mistakenly 

ignoring a CORP crime restriction.  

 

Our second recommendation, which is somewhat more difficult to implement, is to add an 

interactive checklist that evaluates each crime for any issues that would disqualify it from being 
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reportable. With this approach, all the crime restrictions do not appear together but instead are 

shown to the user one by one. This new method of viewing the restrictions ensures that the 

page is not text-heavy and that the user is less likely to skip over anything important. 

  

Additional Findings and Recommendations 

The following recommendations were beyond the scope of our study.  However with our 

professional usability experience we are confident that the following would be considered 

industry standards for optimizing the user experience of this site.  

Address accessibility issues: 

●      Responsive design - the current design does not meet the current market trends in 

mobile-friendly content.  Some statistics listed below support the growing demand for 

content that is easily accessed by smartphones and tablet.  The current site does not 

currently meet this market demand and we recommend making these changes in the 

near future.  

○      58% of American adults have a smartphone 

○      42% of American adults own a tablet computer 

○      34% of cell internet users go online mostly using their phones, and not using 

some other device such as a desktop or laptop computer. 

○      http://www.pewinternet.org/fact-sheets/mobile-technology-fact-sheet/ 

●      Multilingual access - the current design does not make the content available to Non-

English speaking members of the Greater Seattle area.  In order to be more inclusive of 

all members who may need to access this site we recommend including a language 

translation feature for the most popular languages used in Seattle.  We have included 

the most recent demographic information available on Seattle.gov below for your 

consideration, this is not a comprehensive list of demographics.  For more information, 

please see the Seattle.gov website. 

○      17.3% of Seattle residents are foreign born 

○      21.3% of the Seattle population (age 5+) speak a language other than English at 

home. 

http://www.seattle.gov/dpd/cityplanning/populationdemographics/aboutseattle/raceethni

city/default.htm 

 

http://www.pewinternet.org/fact-sheets/mobile-technology-fact-sheet/
http://www.pewinternet.org/fact-sheets/mobile-technology-fact-sheet/
http://www.seattle.gov/dpd/cityplanning/populationdemographics/aboutseattle/raceethnicity/default.htm
http://www.seattle.gov/dpd/cityplanning/populationdemographics/aboutseattle/raceethnicity/default.htm
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Next steps:  

Implementation 
We have outlined a three step plan to implement the recommendations we suggested.  P0 are 

the most urgent issues to address to improve the overall user experience, while P2 is the least 

urgent. 

P0: Modify the static content on the page to be more user-friendly. This means clearly 

defining the goals of the site so that the user understands what he/she gets out of reporting a 

crime via CORP. It also means reducing the text-density, using descriptive headers that clearly 

define various sections of the site, and applying a color scheme to the site restrictions that 

make it stand out from the rest of the content.. 

P1: Add new functionalities to the CORP website. For example, users should receive a “thank 

you” email after they have submitted a crime that contains relevant data about the crime they 

reported for the Seattle area. Another new functionality would be an interactive checklist that 

the user must go through to ensure that the crime he or his is reporting fulfills all CORP 

requirements.  

P2: Make the CORP site responsive so that it can be accessible on all internet-enabled 

websites. Add multilingual capabilities to the site that will accommodate a larger audience of 

Seattle residents that do not speak English fluently.  

 

Further Studies 
Some of the users wanted to know what the incentive was for them to report their crimes.  

Others were willing to provide data if there was a perceived value and the data sharing was 

reciprocal. As previously mentioned almost all participants had a negative reaction to the lack 

of follow through on investigating the crimes or collecting statistical data. Exploring these 

sentiments was beyond the scope of our study,  but it was an interesting discovery that 

warrants more study especially around the vulnerable state of mind of victims and how to 

improve their overall user experience.   
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Appendices 

Research Analysis 

Qualitative Data 

Participant 1 

Task 1 
 Search Query 1: Online police report 
 User confused by UW police and who to report crime to 

Search Query 2: uwpd online crime report 
Search Query 3: uw seattle pd Online police report 
Search Query 4: seattle online police report 

 

Pathway: Google: “Online police report” > Seattle.gov. > Google: “uwpd online crime 
report” > UW > Google:  uw seattle pd Online police report” > UW > Google:   seattle online 
police report” > Google Search results > click on first in list > CORP homepage 
 

Prompting was necessary: The user was confused about whether to search for UW 
police or Seattle police since he lives in the U-District.  He suggested that we should have a link 
to SPD from the UW police page. 
 

Critical Error: Searching for UW police and not Seattle Police department  
Non-Critical Error: NA. 

 

Notes: The user was on the right path and second guessed himself and started the search over 
on the UW website. 
 

Task 2 
Pathway: CORP Homepage > clicked FAQs link on left menu > clicked on Question about 

requirements 
 

Notes: The participant went directly to the FAQs on the left, but did not notice the link on the 
right of the page.  The user’s comments about first impressions of the site were that it was 
“very blue” and “has a lot of text”.  The user noticed the comment ”Most cases will not be 
investigated” and made a comment about what’s the point then.  He suggested the first think 
should be a link to file a report on the top of the page.  
 

Quotes: “Very blue” “Has a lot of text” 
 

Task 3 
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Pathway: CORP Homepage > Sidebar Menu: FAQ’s > Reads “Can I report illegal drug 
activity?” > CORP Homepage > Clicks File a Report > completes the report 
 

Critical Error:  Participant was unable to determine that you can’t report people you 
know and that the crime was unreportable.  
 

Notes: The participant had some issues with completing the text fields in the form and also had 
difficulty finding the residence/home option in the “location of the crime”. The participant also 
had some difficulty understanding some of the language used on the form, such as “Person 
reporting” - was that the person committing the crime, another victim, or themselves, and had 
to go back to modify the information.  An interesting thing to note was the participant chose to 
report this crime anonymously.     
 

Quotes: “How is the post direction different from the street direction?” 
  
Task 4 

Pathway: CORP Homepage > Reads “Crimes that can be reported” on front page - sees 
Identity Theft > Clicks File a Report > Chooses the first option “Credit Card Fraud” > completes 
the report 
 

Critical Errors:  Participant begins reporting the wrong crime.  Participant was unable to 
determine the difference between Credit Card Fraud and Identity Theft and only changed the 
direction due to the inability to proceed with filing the report.  The second critical error was the 
use of the “Back” button. The participant was unable to use the back button in their web 
browser and was forced to use the form “back” button which was below the fold.  The 
participant had to be coached to use an alternate method (form button) after 5 clicks on the 
browser button. 
 

Notes:  The user made a recommendation to make the difference between the crimes more 
clear and noticeable, such as a disclaimer about no new accounts for CC Fraud.   The user was 
concerned about the disclaimer that the crime would not be followed up on and the data was 
being collected for statistical purposes.  The user recommended that the form have the ability 
to save user information from previous form submittals 
 

Quotes:  “I wish there was a way to get back to the main page after I click the cancel 
button”  “Since most crimes won’t be investigated, I would call or go in to talk to someone.”  “I 
would want to include SSN, but it’s not the most secure website”  “What statistical data is being 
collected?  I’d like to know what they mean when they might not follow through on 
investigating the crime, and what the data is going to be used for?” 
 

Participant 2 

Task 1 
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 Search Query: south precinct seattle pd 
 

 Pathway: Firefox > Google: “south precinct seattle pd” > Seattle.gov : “South Precinct” > 
Seattle.gov : “Southwest Precinct” > Contacts & Services in Header > Heading Tab: Report a 
crime > Online Reporting > CORP homepage 
 

 Prompting was necessary: Once, when the participant did not find if the page he was 
could online report 
 

 Non-Critical Error: When clicked “Report a crime” the participant was expecting to be 
directed to the right page, but the menu remained and refreshed, telling the user that clickable 
item was only a header rather than a link. 
 

Notes: The user did not get frustrated, but recognized that “the crimes may not be 
investigated” will pose a problem to many users. The participant was surprisingly willing to read 
through all the text on the CORP homepage. The participant also expected a lot of the headers 
to be links. 
 

Quotes: “Most cases will not be investigated! I think that is going to be an area of frustration.” 
 

Task 2 
 Pathway: CORP Homepage > clicked CORP link on left menu > No completion of task 
 

 Critical Error: Does not find where to get this information. 
 

Notes: The participant did not go to FAQ, and he ends up just assuming there is no plugin 
needed. I suspect that in a sense he assumed that something would pop up or indicate if a 
plugin is needed. 
 

Quotes: “I am not finding what I am expecting to see.” 
 

Task 3 
 Pathway: CORP Homepage > Sidebar Menu: Reporting Drug Activity > “Community 
Online Reporting Program Form” > CORP Homepage > Reads definitions after scrolling down 
 

Notes: The participant expects the “CORP form” link in “Reporting Drug Activity” to direct to 
the form, but suspects that he may just need to scroll down to find the desired information. The 
participant also finds the file a report section and reads each definition, and finds the correct 
definition and realizes he cannot report this crime. 
  
Task 4 
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 Pathway: CORP Homepage > CORP side menu > Header > Sees “Identity Theft” on CORP 
Homepage > File a Report > Credit Card Fraud > Next Page > Back to Incident Type List > 
Identity Theft > Files Report 
 

 Non-Critical Error: chose “credit card theft” rather than “identity theft” 
Notes: Red calendar should go away when corrected (auto-validation with corrections?), 
frustration over lack of action based on report, expects Seattle.gov to send back statistical data 
based on their report after submission, questioned what location type is 
 

Quotes: “I am just going to click this to see where it takes me out of frustration.”, “I 
acknowledge that my crime may not be investigated. You got to _ing kidding me!”, “I 
understand what’s going on there.” (Regarding original or supplemental), “I understand this. It 
is pretty straight-forward.” “Location type. I’m not sure what that means”, “At the very least, 
they would benefit the police data by providing statistical data. If they would send me that data 
on my incident type, I would want that”. 
 “Ah-has”: no FAQs used, no real time field validation, the participant used the header instead 
of the body of text for info, searched the local police department first, file a report button was 
not clear and clicked out of frustration 
 

Words Chosen: 
 Busy - lots of blue, good photos, but content needs to be useful 
 Frustrating - whole experience is frustrating, navigation, knowing what’s done with the 
data, no known benefit for submitting data for user, what’s in this for me? 
 Time-Consuming - didn’t get where needed to quick enough 
 Useful- frustrations aside, useful tool and served a purpose, but it could do better 
 Dated - could use improvement 
 

Participant 3  

Task 1 
 Search Query: “seattle crime report” 
 

 Pathway: Google Chrome “seattle crime report” > CORP homepage 
 

Quotes - “Crowded, lots of links”,  “when I’m actually looking where to report 
the  crime, it’s not too clear”, “I assumed  it was the right place just because it was the 
first link in the list when I Googled it, and there is a method to reporting it right here (he 
had scrolled down below the fold, and was pointing to the Report A Crime section). 

 

Notes: This task was easy for the participant 
 

Task 2 
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 Pathway: CORP homepage > File a Report 
  

Quotes - “expecting that if I do need an additional plug-in or special program that 
it  would… something would pop up and notify me of that” 

 

Notes: P3 assumed that if he needed to install a plug-in, that a pop-up would inform him 
 

 

Task 3 
 Pathway: CORP homepage > File a report > Narcotics activity report 
 

 Critical Error: P3 reported the crime even though it was unreportable. 
 

Quotes - “I think the street type and post directions are a little unusual. I usually 
don’t  see that.”, “I thought it was pretty simple”, I think choosing to make yourself 
anonymous is a good tool to have, and it might make people more willing to use this 
platform”, “I think it might not occur to me to do go online to report it...I might just try 
to do it over the phone”,  

 

Notes: The participant did not use the reporting criteria to determine whether his crime 
was reportable, and the pre-reporting questionnaire did not catch his error. P3 chose 
“unknown” for location of the identity theft, but the reporting form still required him to 
enter an address where the crime occurred. 

 

Task 4 
 Pathway: CORP homepage > File a report > Identity theft 
  

Quotes - “even though I clicked unknown/other, it looks like it still wants a street name. 
That seems conflicting with each other”, I think this was a little more confusing, because 
there was no location, and it seems like thats information that they would like to 
collect”, “I would assume that filing a report online would alert them that there is 
criminal activity, and that they would want to investigate, and do something about it”, “I 
think that once I see that bulletpoint [referring to I understand that most online reports 
do not receive follow-up investigation because they are primarily intended to gather 
valuable statistical data, and I acknowledge that I have no expectation of follow-up 
investigation for this report.] I would call them rather than report it online, because it 
seems like this is… after reading that it seems like it’s more for data collection” 

 

Words Chosen: 
 Busy - the site feels cluttered 
 Efficient - filling out the form was relatively quick (OC -relative to what? 
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 Fast -  
 Not Secure - expressed distrust of government, the result being that he did not  

believe that filing an ‘anonymous’ report would actually be anonymous 
Irrelevant -  

 

“Ah-has”: P3 clicked on the “File A Report” button whenever he wanted information, assuming 
that info pertaining to filing a report would be encountered in the process. User did not like the 
fact that the online reports are not followed up on. User expected to be notified via pop-up if 
he needed to install a plug-in.The participant did not initially see the conditions for the crime he 
was reporting. The site requires the user to enter the address of the crime, even if the user 
chooses “unknown” in the location dropdown menu. 
 

 

Participant 4 

Task 1 
Search Query: “police report seattle”, “report crime seattle wa” 

 

Pathway: Google Chrome “police crime report” > new page > “report crime Seattle wa” 
> look at two links > open CORP homepage > read file a report > browse 
 

Quotes - “It looks official I would trust it”, “lots of specfiicity”, “i don’t want to report online, I 
would want to talk to someone”, “oh….a timer”, wonders who receives info, “what am i looking 
for?”,  
 

Notes: 
 site is wordy unclear 
 if stressed, might be hard to concentrate and find the site 
 went to police records site first 
 Goes to other pages via new tabs before getting to CORP 

 

Task 2 
Pathway: Read [4. Your web browser is set up to use this application], looks through 

tabs 
 
Notes: 

 user assumes she would be notified if she needed to install a plugin 
 done very quickly 

 

Task 3 



 39 

Pathway: clicks on [3. there are no known suspects] > she is unsure so she would call > 
the text helped her understand that her known suspect would be reportable by phone or w/ an 
officer only. she expects a # if her crime is unreportable 
 

Quotes - “they should really provide a number if they want you to call”  
 

Notes: 
 definitions were helpful 
 found it difficult to find phone #s 
 menu separated by precinct, wasn’t sure which precinct was capitol hill 

 

Task 4 
Pathway: File a report > reads def of credit card fraud > questionnaire (error!) > hit back 

> pissed > would pick up the phone 
 

Quotes: “my first instinct would be to call my bank”, “why am i making a report then?”, “no , i 
don’t understand”, “you have to say yes, so why ask the question”, “where is the incident type 
pick list” 
 

Notes: 
 user needed prompting for “does this involve the fraudulent use of your existing credit 

or debit card” 
 some of the questions in “credit card fraud” seemed unclear 
 confused by ‘incident type list’ error 
 did i answer the questions wrong? 
 “no investigation? why am i filing this then?” 
 gives up. would rather pick up the phone and call. 

 

Participant 5 

Task 1 

Search query: File crime report online 
 

Pathway: Search → main page → FAQs → main page 
 

Non-critical errors: User had trouble finding “File a Report” button because it was 
below the fold of the page; checked FAQs page and came back to main page for some time 
before finding it. 
 

Task 2 

Search query: Corp plug in (Seattle.gov search, then Google) 
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Pathway: Seattle.gov search → Google → CORP → FAQs → CORP → Browser info near 
“File a Report” 
 

Non-critical errors: Searched Seattle.gov and then Google before checking to see if the 
page had info on it. 
 

Prompting: One ‘think-aloud’ prompt was used.  On review of the video, prompt MAY 
have caused participant to second-guess themselves, as they had the cursor over a link that 
would have answered their question when prompted to describe their thoughts, and went from 
there to the FAQs page after the prompt. 
 

Task 3 

Pathway: CORP → Signs of Drug Activity → CORP (expected to be taken to form) → File 
a Report 
 

Critical errors: Participant reported crime even though there was a suspect. 
 

Non-critical errors: Had trouble with address part of the form. Couldn’t find 
“Residence/Home” in ‘location type’ field, input “Parking Lot/Garage” instead. 
 

Prompting: Had to prompt participant to begin the reporting process after he declared he 
believed the crime reportable. 
 

Task 4 

Pathway: CORP → File A Report → Identity theft 
 

Non-critical errors: Still had some trouble with address form, even after using it in 
previous task. Chose to put “Commercial/Office building” as the location type. 
 

Words chosen: 

Business-like - professional, does not attract user, cluttered text, info heavy 
Fast - Asks for personal info and summary, that’s it 
Not secure - Not sure if trustworthy, no encryption 
Reliable - Website didn’t crash 
Time-consuming - Takes time to learn, not intuitive 
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Lessons learned: 
 The moderator may need to repeatedly prompt less vocal user to think out loud. 
 the team should agree on a clearly defined start/end action, and discuss how to handle 

data collection/analysis for participants who continue beyond the end point 
 the team should define what counts as a click 

o mouse click 
o button press 
o scrolling up/down 

 When transcribing direct quotes, it is best to also record the time 
 Get broad permissions from usability test participants 
 analyze pilot test data as early as possible, in order to catch errors in the test plan 
 delete search history after each user 
 be more aggressive while recruiting 
 don’t schedule the pilot and the first participant back to back 
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Quantitative Data 

Participants P1 P2 P3 P4 P5 Average 

Standard 

Deviation 

Task 1        

Critical Errors 1 0 0 1 0 0.4 0.5477225575 

Non-Critical 

Errors 0 0 0 0 0 0 0 

Preferred Path? No No Yes No Yes No  

Task 

Completion Yes Yes Yes Yes Yes Yes  

Number of 

Clicks 3 5 3 29 15 11 11.22497216 

Task 2        

Critical Errors 0 1 0 0 1 0.4 0.5477225575 

Non-Critical 

Errors 0 0 0 0 1 0.2 0.4472135955 

Preferred Path? Yes No No Yes No No  

Task 

Completion Yes No Yes Yes Yes Yes  

Number of 

Clicks 2 1 3 11 12 5.8 5.263078947 

Task 3        

Critical Errors 1 0 1 0 1 0.6 0.5477225575 

Non-Critical 

Errors 1 0 0 0 0 0.2 0.4472135955 

Preferred Path? No Yes Yes No No No  

Task 

Completion No Yes Yes Yes No Yes  

Number of 

Clicks 62 4 28 30 34 31.6 20.65913841 

Task 4        

Critical Errors 1 0 0 1 0 0.4 0.5477225575 
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Non-Critical 

Errors 1 1 0 0 0 0.4 0.5477225575 

Preferred Path? No No Yes No Yes No  

Task 

Completion Yes Yes Yes No Yes Yes  

Number of 

Clicks 80 71 34 45 49 55.8 19.07092027 

 

 

 Quantitative Data for Task 1: 

● What was the participant’s search query? 

 

 

Participant Search Query 

P1 ” Online police report” 

“uwpd online crime report” 

“uw seattle pd Online police report” 

“seattle online police report” 

P2 “south precinct seattle pd” 

P3 “seattle crime report” 

P4 “police report seattle” 

“report crime seattle wa” 

P5 “File crime report online” 
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Survey Data 

Screener 

Are you between the ages of 18 and 55? 

□  Yes 

□  No 

 

Respondent 1 Yes 

Respondent 2 Yes 

Respondent 3 Yes 

Respondent 4 Yes 

Respondent 5 Yes 

 

Are you or a family member in law enforcement? 

□  Yes 

□  No 

  

Respondent 1 Yes 

Respondent 2 No 

Respondent 3 No 

Respondent 4 No 

Respondent 5 No 

 

Are you a Seattle resident? 

□  Yes 

□  No 

  

Respondent 1 Yes 

Respondent 2 No 

Respondent 3 Yes 

Respondent 4 No 

Respondent 5 Yes 

 

Do you currently rent or own your residence? 
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□  Rent 

□  Own 

 

Respondent 1 Rent 

Respondent 2 Rent 

Respondent 3 Rent 

Respondent 4 Rent 

Respondent 5 Own 

 

Have you ever reported a crime online? 

□  Yes 

□  No 

Respondent 1 No 

Respondent 2 No 

Respondent 3 No 

Respondent 4 No 

Respondent 5 Yes 

 

If so, for what city and state did you file your crime report? 

 

Respondent 5 Seattle 

 

 

 What tools did you use to file the report? 

  

Respondent 5 CORP 

 

 What type of crime did you report? 

  

Respondent 5 car prowl 

 

 

Which of the following dates would you be able to make it to the UW campus for a research 

study? 
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□  Saturday, November 8th 

□  Sunday, November 9th 

□  Saturday, November 15th 

□  Sunday, November 16th 

□  Weekdays (November 10 - 14) 

□  Weekdays (November 17 - 21) 

□  None of the above 

Respondent 1 

Saturday, November 8th, Sunday, November 9th, Saturday, 

November 15th, Sunday, November 16th 

Respondent 2 

Sunday, November 16th, Weekdays (November 10 - 14), 

Weekdays (November 17 - 21) 

Respondent 3 Weekdays (November 17 - 21) 

Respondent 4 Weekdays (November 17 - 21) 

Respondent 5 None of the above 

 

Which of the following time(s) of day are you available? 

□  Mornings 

□  Noon - Afternoon 

□  Evenings 

 

 

Respondent 1 Noon - Afternoon, Evenings 

Respondent 2 Mornings, Evenings 

Respondent 3 Mornings 

Respondent 4 Mornings 

Respondent 5 Evenings 

 

 

Please provide your email address. 

We will only use this to follow up on this survey. 

 

___________________________________ 

 

(The results of this question will not be shown due to confidentiality) 
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Is there a crime you have witnessed or been the victim of that you would like to report? 

 

□  Yes 

□  No 

 

 

Respondent 1 No 

Respondent 2 No 

Respondent 3 No 

Respondent 4 No 

Respondent 5 No 

 

 If so, what kind of crime? 

  

 ________________________________________ 

 

Pre-test Questionnaire  

Gender 

Women 1 

Men 4 

TOTAL (participants) 5 
 

 Homeowner or Rent 

Rent 4 

Own 1 

TOTAL (participants) 5 
 

Age 

18-55 5 

TOTAL (participants) 5 

 

 
Seattle Residency 

Yes 3 

No 2 

TOTAL (participants) 5 
 

Previously Online Crime Reported  

Yes 1 

No 4 

TOTAL (participants) 5 
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Post-Test Questionnaire 

Participant #2 #3 #4 #5 #6 

P1 

Needs to be 

aesthetically 

pleasing. 

Little too 

simple at 

times. 

Lists the 9 

incidents that are 

reportable in an 

organized 

manner. 

Too wordy at times, 

needs to highlight 

relevant 

information. 

If people can actually 

file reports that will be 

followed up on. Yes 

P2 

Blue, Nice 

photos, 

difficult to 

navigate. 

Liked that an 

online reporting 

mechanism 

existed. 

Had trouble quickly 

finding what I was 

looking for. Lots of 

reading to 

understand 

categories, etc. 

Yes, good to gather 

statistics but needs to 

describe what's in it for 

me. Yes 

P3 

I feel that it is 

a little 

cluttered and 

difficult to 

navigate. 

Once you get 

into the report 

filing, it does a 

good job of 

directing the user 

through the 

process. 

I did not like the 

disclaimer stating 

that there will not 

likely be follow-up 

to the report. 

Not especially, because 

I feel that it is still more 

effective to file a report 

in person/over the 

phone. Not likely. 

P4 

I feel that it is 

a bit 

cluttered, 

confusing at 

times. 

That it is a self-

reporting 

method available 

to citizens at any 

time of day. 

Difficulty of finding 

the right 

information I was 

looking for. 

Yes and No - I 

personally would much 

prefer speaking to 

someone or an 

investigator directly but 

understand that it 

would require more 

time on their end. No. 

P5 

It's very dull, 

boring, and 

professional. 

There is a lot 

of text and 

information 

to go 

through. 

The report 

process is really 

fast and 

somewhat easy. 

When I fill out 

personal it is a little 

confusing to type 

street name and 

address in separate 

boxes. It would be 

nice if it combines 

into one long box. 

I believe that it is 

somewhat useful. The 

reason is I feel like the 

report won't be solve 

fast enough and there's 

not estimating that 

there will be any 

update regarding that. 

After 

today, Yes I 

would if it 

was a non-

life 

threatening 

emergency. 
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Tasks and Scenarios 
# Task 

1 You live in Seattle; your next-‐door neighbor recently mentioned that he was 

able to file a police report online. You are curious about what crimes you can 

report. Open up a browser of your choice and search for the website. Browse 

the page and tell us your first impressions. 

 

2 You want to determine if there is a special program or plug-‐in you need to 

install on your computer before you begin reporting a crime.  

 

Click on the CORP homepage bookmark, located on your browser’s toolbar to 

navigate to the CORP Homepage. 

 

Search the site for information that may help you determine this. 

 

3 You have noticed several young men coming in and out of your next-‐door 

neighbor’s house.  You suspect her grandson is selling drugs. You are 

considering reporting him to the police.  

 

See if there is information on this site to help you determine whether you can 

report this crime. If your crime is reportable, file a report for the crime. Please 

stop before you click the Submit button. 

 

 

4 You have just returned to your house in Seattle after a two-‐month long 

vacation in Europe. As you look through a pile of mail, you see letters from a 

variety of credit card companies indicating that you have yet to pay off the 

purchases you made in the past month. However, you never applied for these 

cards and upon further investigation, realize that someone has been using 

your social security number and other personal information to create new 

credit card accounts in your name. You immediately decide to notify the 

police. 

 

See if there is information on this site to help you determine whether you can 

report this crime. If your crime is reportable, file a report for the crime. Please 

stop before you click the Submit button. 
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Testing Documents 

Facilitator Script  

Introduction 
Hi___________________. Thank you for agreeing to be a part of our research study. My name 
is 

________________, and I will be walking you through this study session. Before we start, 
may I offer you a refreshment? 

 

(Escort participant into the room/ desk) 

 

During this session, I will be working from a script to ensure that my instructions I give to 
all participants are the same. 
 

This session will take approximately 90 minutes, and we will make sure to end on time. We 
will conclude the session around . 
 

Let me explain to you why we have asked you to come here for our study. We are conducting 
a usability study on an online crime reporting site. The purpose of the study is to measure the 
efficiency, effectiveness, and user satisfaction of the given website. During the session, I will 
ask you to use this site to do a variety of activities and will observe you as you do them. As 
you do these tasks, please try to do whatever you will do normally. I would like to bring up 
that this session will be recorded. If you detest to the recording, just let me know, and we will 
accommodate. Everything you do and say will be kept confidential and only shared amongst 
our team. So, let me introduce you to the team: 
 

Daniel Aldridge 

Jennifer Kumura 

Sreedev Sidharthan 

Nathaniel Tabit 

Gail Thynes 

 

The recordings will only be viewed by us. 
 

I want to make it clear that we are testing the site, not you. You cannot do anything wrong, 
and you don’t need to worry about making mistakes. 
 

We want to hear what you think, so don’t worry that you’re going to hurt our feelings. We 
want your honest reactions and opinions to help us improve the site. 
 

As we go along and you are doing the tasks, we want you to “think out loud”. We want to 
know what you expect to happen, when you make a choice, and whether it meets with your 
expectations or not. We want to know what surprises, what delights, what confuses or even 
frustrates you, and why. If you find at any point that you’re not sure what to do or you’re 
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trying to figure something out, tell us what you’re thinking. When you share with us what 
you’re thinking as you go along, we get a better understanding of how the process works for 
you. For instance, you might say, “I’m clicking on this link. . . . Oh, that’s not what I expected to 
happen” or “Yes, it took me exactly where I wanted to go.”  
 

Also, for us to get a feel of what catches your attention on the site or what you are looking at, 
please try to move your cursor according to what you are looking at. 
 

If you have questions, feel free to ask. I may not be able to answer them right away because 
we are interested in your perceptions and thoughts of the site and tasks, if you were browsing 
the site on your own. I will try to answer any questions you still have when we’re done. 
 

Do you have any questions so far? 

 

Here I have a consent form for you. Please read over it over and sign it. 
Now that I have your consent, shall we begin? 

Before we start with our first task, we will like to begin the session with a pre-‐test 
questionnaire. I will leave the room while you fill it out, and I will come back after a few 
minutes. 
 

After the Pre-Test Questionnaire 
 

Now, let’s start with some of the tasks. During each task, don’t forget to “think out loud”. 
 

During Tasks 
See the Qualitative Study Packet 

 

Before Post-Test Questionnaire 
Thank you. That completes the tasks. Please fill out this survey regarding your entire 
experience with the site. I will leave the room for a few minutes as you fill out the survey. 
 

Conclusion 
Thank you again for participating in our study. We really appreciate your participation. Please 

help yourself to any more refreshments. 

 

 

 

 

 

 



 52 

Consent Form 

 
 
I agree to participate in the study conducted by the UXCORP group under the University of 
Washington’s Human-‐Centered Design and Engineering Department. I understand that the 
purpose of the study is to measure the efficiency, effectiveness, and user satisfaction of the 
given website. 
 

Voluntary 

I understand that participation in this usability study is voluntary. I agree to immediately raise 
any concerns or areas of discomfort during the session with the study administrator, and I 
have the right to quit the study at any time. I understand that there will be no monetary 
compensation for participating in the study. 
 

Multimedia 

I agree to participate in the study will be both audio and video recorded for data for the 
purpose of the study. I understand that the recordings will only be shared amongst the 5 
members of the UXCORP team. I understand I have the right to refuse to either of these data-‐ 
recording means. 
 

Confidential 
I understand that my identity will remain anonymous and confidential, and the results and the 
information found in the study will only be used for the study’s purpose. 
 

Please sign below to indicate that you have read and you understand the information on this 
form and that any questions you might have about the session have been answered. 
 

Date:  _______________________ 

 

Please print your name:  _________________________________ 
 

Please sign your name 
 

Thank you! 
 

We appreciate your participation. 
 

 

 

 

Notetaking Forms  
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Qualitative Study Packet 

Task 1: Find the site 

 

You live in Seattle; your next‐door neighbor recently mentioned that he was able to file a 

police report online. You are curious about what crimes you can report. Open up a browser 

of your choice and search for the website. Browse the page and tell us your first 

impressions. 
 

Suggested Questions 
Was it easy to find the site? 

How did you know you had found the correct site? 

 

Things to Notice 
         Which search terms are used? 

Does the user appear have difficulty or become frustrated while finding the site? 
yes/no 

Was prompting or assistance 
necessary? Yes/no # of times _  

 

User Comments/Recommendations 
 
 
 

Problems Experienced 
 
 
 

Sketch the path the user took / patterns of action within the page 
 
 
 
 
 
 
 
 
 

Notes: 
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Task 2: First Impressions 

 

Click on the CORP homepage bookmark, located on your browser’s toolbar to navigate to the 

CORP Homepage. 
 

You want to determine if there is a special program or plug‐in you need to install on your 

computer before you begin reporting a crime.  Search the site for information that will help 

you determine this. 
 

Suggested Questions 
What are your first impressions of the website? 
What do you think you might want to do? 

Without clicking on anything, what do you want to click on first? 
What do you expect to happen when you click on that? 

 

Things to Notice 
 Was prompting or assistance necessary?   
  Yes/no # of times _  

 
 
 

User Comments/Recommendations 
 
 
 

Problems Experienced 
 
 
 

Sketch the path the user took / patterns of action within the page 
 
 
 
 
 
 
 
 

Notes: 
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Task 3:  Narcotics Activity 

[This crime is not reportable] 

Click on the CORP homepage bookmark, located on your browser’s toolbar to navigate to the 
CORP    

Homepage. 
 

You have noticed several young men coming in and out of your next-‐door neighbor’s 

house.  You suspect her grandson is selling drugs. You are considering reporting him to the 

police. See if there is information on this site to help you determine whether you can 

report this crime. If your crime is reportable, file a report for the crime. Please stop before 

you click the Submit button.  
 

Suggested Questions 
What do you think you might want to do? 

Without clicking on anything, what do you want to click on first? 
What do you expect to happen when you click on that?? 

 

If submitted: 

 What are your thoughts on the crime-‐reporting process? 

 If you noticed a situation like this in real-‐life, would you go through this process? 

 

If not submitted: 

 What make you feel like this situation was unreportable? 

 What would you do about the situation instead of reporting it on CORP? 

 

User Comments/Recommendations 
 
 
 

Problems Experienced 
 
 
 

Sketch the path the user took / patterns of action within the page 
 
 
 
 

Notes: 
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Task 4:  Identity Theft 

 Click on the CORP homepage bookmark, located on your browser’s toolbar to navigate to the CORP  
 Homepage. 
 

You have just returned to your house in Seattle after a two-‐month long vacation in 

Europe. As you look through a pile of mail, you see letters from a variety of credit card 

companies indicating that you have yet to pay off the purchases you made in the past 

month. However, you never applied for these cards and upon further investigation, realize 

that someone has been using your social security number and other personal information 

to create new credit card accounts in your name. You immediately decide to notify the 

police.  See if there is information on this site to help you determine whether you can 

report this crime. If your crime is reportable, file a report for the crime. Please stop before 

you click the Submit button. 
 

Suggested Questions 
What do you think you might want to do? 

Without clicking on anything, what do you want to click on first? 
What do you expect to happen when you click on that?? 

 

If submitted: 

 What are your thoughts on the crime-‐reporting process? 

 If you noticed a situation like this in real-‐life, would you go through this process? 

 

If not submitted: 

 What make you feel like this situation was unreportable? 

 What would you do about the situation instead of reporting it on CORP? 

 

User Comments/Recommendations 
 
 
 

Problems Experienced 
 
 
 

Sketch the path the user took / patterns of action within the page 
 
 
 

Notes: 
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Quantitative Study Packet 

Task 1: Find the site 

You live in Seattle; your next-‐door neighbor recently mentioned that he was able to file a 

police report online. You are curious about what crimes you can report. Open up a browser 

of your choice and search for the website. Browse the page and tell us your first 

impressions. 
 

Data: Effectiveness and Efficiency 

 

The amount of time it takes for the user to complete a scenario and the individual tasks that 
make up the scenario 

 

 
 

The number of errors the user makes when attempting to complete a task 
Critical Errors 

 

Where?  _  

Where?  _  

Total  _  

 

Non-‐critical errors 

Where?  _  Where?  _  Where?  _  Where?  _  

 

Total  _  

 
 
 

Successful Completion Criteria 
 

Preferred path: Opens any browser>any search>finds CORP homepage  
 

Does the user stay on the preferred path? 

yes/no 

 

Does the user complete the 
task?  
yes/no 
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Task 2:  First Impressions 

 You want to determine if there is a special program or plug-in you need to install on your   
 computer before you begin to report a crime.   
 

 Click on the CORP homepage bookmark, located on your browser’s toolbar to navigate to the 

CORP    
 Homepage. 
 

 Search the site for information that will help  
 you determine whether you need to install the plug--in. 
 

Data: Effectiveness and Efficiency 

The amount of time it takes for the user to complete a scenario and the individual tasks that 
make up the scenario 

 

 
 

The number of errors the user makes when attempting to complete a task 
Critical Errors 

Where?  _  

Where?  _  

 

         Total _____ 

Non-critical errors 

Where?  _  

Where?  _  

Where?  _   

Where?  _  

 

Total _____ 

 

Successful Completion Criteria 
 

Preferred path: CORP homepage>clicks definition link for ‘Your web browser is set up to use 
this application’ 

 

Does the user stay on the preferred path? yes/no 

 

Does the user complete the task? yes/no 

 

 



 59 

Task 3: Narcotics Activity 

You have noticed several young men coming in and out of your next-‐door neighbor’s 

house.  You suspect her grandson is selling drugs. You are considering reporting him to 

the police.  
 

Click on the CORP homepage bookmark, located on your browser’s toolbar to navigate to the 

CORP Homepage. 
 

See if there is information on this site to help you determine whether you can report this 

crime. If your crime is reportable, file a report for the crime. Please stop before you click 

the Submit button. 
 

Data: Effectiveness and Efficiency 

The amount of time it takes for the user to complete a scenario and the individual tasks that 
make up the scenario 

 

The number of errors the user makes when attempting to complete a task 
Critical Errors 

Where?  _  

Where?  _  

 

         Total  _______ 

Non-‐critical errors 

Where?  _  

Where?  _  

Where?  _   

Where?  _  

 

Total  ______ 

 
 
 

Successful Completion Criteria 
 

Preferred path: CORP homepage>(FAQ>clicks on ‘Can I report illegal drug 
activity>homepage) or clicks on ‘File a Report’>selects ‘Narcotics Activity’>clicks ‘Start 
Report’ 

 

Does the user stay on the preferred path? yes/no 

 

Does the user complete the task? yes/no 
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 Task 4:  Identity Theft 

You have just returned to your house in Seattle after a two-‐month long vacation in 

Europe. As you look through a pile of mail, you see letters from a variety of credit card 

companies indicating that you have yet to pay off the purchases you made in the past 

month. However, you never applied for these cards and upon further investigation, realize 

that someone has been using your social security number and other personal information 

to create new credit card accounts in your name. You immediately decide to notify the 

police. (Click on the CORP homepage bookmark, located on your browser’s toolbar to navigate to 

the CORP Homepage.) 
 

 See if there is information on this site to help you determine whether you can report this 

crime. If your crime is reportable, file a report for the crime. Please stop before you click 

the Submit button. 
 

Data: Effectiveness and Efficiency 

The amount of time it takes for the user to complete a scenario and the individual tasks that 
make up the scenario 

 

The number of errors the user makes when attempting to complete a task Critical 
Errors 

Where?  _  

Where?  _  

 

        Total _______ 

Non-‐critical errors 

Where?  _  

Where?  _  

Where?  _   

Where?  _  

 

Total  _______ 

 

Successful Completion Criteria 
 

Preferred path: CORP homepage>(FAQ>clicks on ‘Can I report illegal drug 
activity>homepage) or clicks on ‘File a Report’>selects ‘Identity Theft Report’>clicks 
‘Start Report’ 

 

Does the user stay on the preferred path? yes/no 

 

Does the user complete the task? 
yes/no 
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Quantitative Data Log 

 

 
Task 1 Task 2 Task 3 Task 4 

 
Totals 

Participant 1: Pilot 
      

Completion Time      
0 

Critical Errors      
0 

Non-critical Errors 
     

0 

Participant 2       

Completion Time      0 

Critical Errors      
0 

Non-critical Errors 
     

0 

Participant 3       

Completion Time      0 

Critical Errors      
0 

Non-critical Errors 
     

0 

Participant 4       

Completion Time      0 

Critical Errors      
0 

Non-critical Errors 
     

0 

Participant 5       

Completion Time      0 

Critical Errors      
0 

Non-critical Errors 
     

0 

Participant 6       

Completion Time      0 

Critical Errors      
0 

Non-critical Errors 
     

0 

       

     Averages  

     Completion Time 0 

     
Critical Errors 0 

     
Non-Critical Errors 0 
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Checklists 

Facilitator Checklist 

Before the participant arrives 

 Make sure product is loaded properly and ready for first scenario 

 Make sure microphone and computer are properly positioned 

 Make sure pen is on the desk for questionnaire completion 

 

Welcome 
 Introduce yourself, thank participant for having an interest in participating 

 Offer refreshment 
 Escort participant to sit at the desk 

 Sit beside the participant 
 

Consent form, pre-‐test questionnaire, and instructions 
 Show participant the location of camera, computer, microphone 

 Explain the purpose of the test 
 Go over consent form, allow time to read and sign 

 Explain that there are observers who are very interested in learning from the participant 
about his/her experience 

 Ask for questions, concerns 

 Give pre-‐test questionnaire 

 

Instructions 
 Explain process of using scenarios, one at a time, while the participant thinks out loud 

 Review how think-‐out-‐loud process works, with examples 

 Demonstrates how to use the phone to call the help desk or to indicate completion of 
the scenario 

 Explain that after each scenario there will be a quick questionnaire to complete, then 
the next scenario 

 

After each scenario, post-‐task questionnaire 

 Offer plenty of reassurance, especially when tasks prove difficult 

 Give feedback on the quality of the think out loud procedure; if necessary encourage 
more feedback from participant by reviewing the process again, with examples 

 Ask participant to clarify any thoughts or actions as requested by team members 

 Give post-‐task questionnaire 

 Set up product at starting point for next scenario 

 

After completion, post—test questionnaire 
 Give post questionnaire 

 If appropriate, introduce participant to team; generously thank for experience 
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Equipment Checklist 

 1 laptop with Morae (Recording) 

 1 laptop with Morae (Observing) 

 Mice for the laptops 

 Laptops for note-taking/ note paper for note-taking 

 Laptop – Projector connecter 

 Laptop Chargers 

 7 Copies of Facilitator Packet 

 7 Copies of Consent Form 

 7 Copies of Participant Packet 

 7 Copies of Note-taker 1 Packet 

 7 Copies of Note-taker 2 Packet 
 7 Copies of Note-taker 3 Packet 

 7 Copies of Technician Packet 

 Writing Utensils (Everyone supplies their own) 

 Candy/ other refreshments 

 A case of cold/ lukewarm water bottles 

 

Note-taker Checklist 

Before the test 

 Turn on logging computer 

 Review logging codes in logging software/ form 

 Enter new test information into logging software 

 Check headphones and microphone for logger and team 

 Test logging software/ form 

 Check logger’s monitor 

 Change monitor views as necessary 

 Do a test print from logging software; troubleshoot any problems 

 Check data-‐saving device(s)/ method 

 

After each participant 
 Complete logging form 

 Save logging form (if digital) 
 Copy log file for team members 

 Distribute copies to team members 

 Place original in participant’s folder 

 Set up logging software for next participant 

 

At end of day 
 Back up logging software data files 

 Set logging software for next day (if appropriate) 
 Turn off computer 

 Turn off other devices, if used 
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Technician’s Checklist 

Before each test/ Participant arrival 

 Turn on equipment 

 Adjust cameras to proper settings of recording 

 Set picture-‐in-‐picture setting for recording 

 Check sound coming in and out of control room 

 Label the video for the session 

 Make sure the devices are charged 

 

During each test session 
 Synchronize starting times with the logger/data recorder 

 Adjust audio in control room and headsets as needed 

 Change picture-‐in-‐picture settings as needed 

 

After the test participant leaves 
 Finalize recording 

 Save recording with label 
 Prepare for next participant 

 

At the end of last session 

 Turn off equipment 

 

Product Reaction Card Words 
 

Accessible 

 
Advanced 

 
Annoying 

 
Appealing 

 

Approachable 

 
Attractive 

 

Boring 

 
Business-like 

Busy 

 
Calm 

 
Clean 

 
Clear 
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Collaborative 

 
Comfortable 

 
Compatible 

 
Compelling 

 
Complex 

 
Comprehensive 

 

Confident 

 
Connected 

 
Consistent 

 
Controllable 

 
Convenient 

Creative 

 

Customizable 

 
Cutting edge 

 
Dated 

 
Desirable 

 
Difficult 

 
Disconnected 

 

Disruptive 

 
Distracting 

 
Dull 

 
Easy to use 

Effective 

 

Efficient 

 

Effortless 

 
Empowering 

 
Energetic 

 
Engaging 

 
Entertaining 

 
Enthusiastic 

 

Essential 

 
Exceptional 

 
Exciting 
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Expected 

 

Familiar 

 
Fast 

 

Flexible 

 
Fragile 

 
Fresh 

 
Friendly 

 
Frustrating 

 
Fun 

 

Gets in the way 

 
Hard to Use 

Helpful 

 
High quality 

 
Impersonal 

 
Impressive 

 

Incomprehensible 

 
Inconsistent 

 
Ineffective 

 
Innovative 

 
Inspiring 

 
Integrated 

 

Intimidating 

Intuitive 

 
Inviting 

 
Irrelevant 

 
Low Maintenance 

 
Meaningful 

 

Motivating 

 
Not Secure 

 
Not Valuable 

 
Novel 

 
Old 

 
Optimistic 
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Ordinary 

 
Organized 

 
Overbearing 

 
Overwhelming 

 
Patronizing 

 
Personal 

 

Poor quality 

 
Powerful 

 
Predictable 

 
Professional 

 
Relevant 

Reliable 

 

Responsive 

 
Rigid 

 
Satisfying 

 
Secure 

 
Simplistic 

 
Slow 

 

Sophisticated 

 
Stable  

 

Sterile 

 

Stimulating 

 
Straight Forward 

 
Stressful 

 
Time-consuming 

 

Time-Saving 

 
Too Technical 

 
Trustworthy 

 
Unapproachable 

 
Unattractive 

 
Uncontrollable 

 

Unconventional 



Understandable 

 
Undesirable 

 
Unpredictable 

Unrefined 

 
Usable 

 

 

Useful 

 
Valuable

 


