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Overview & Purpose 
This document describes a test plan for conducting a usability test of the Seattle Police Department’s 
Community Online Reporting Program (CORP).  The goals of our client, Seattle Government Citywide 
Web Team in the City of Seattle Department of Information Technology, are to reduce call traffic to 
Seattle Police Department (SPD) by automating non-emergency crime reporting. Their supporting goals 
for the website are to allow reporting of minor non-violent crimes, facilitate ease of use, to ensure 
accessibility, and to ensure user satisfaction. 

 
To help support the goals of our client, we have created goals for the usability study, which include 
establishing a baseline of user performance, establishing and validating user performance measures, 
and identifying potential design concerns to be addressed in order to improve the efficiency, 
productivity, and end-user satisfaction. 

 
The usability test objectives are: 
 

 To determine design inconsistencies and usability problem areas within the user interface and 
content areas. Potential sources of error may include: 
 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. 
 To exercise the application or web site under controlled test conditions with representative 

users. Data will be used to assess whether usability goals regarding an effective, efficient, and 
well-received user interface have been achieved. 

 

 Establish baseline user performance and user-satisfaction levels of the user interface for future 
usability evaluations. 
 

A brief overview of our user groups and the study:  

We plan to have roughly 6 participants with one of them being our pilot test. The main division in the 
user group for the CORP site is individuals who have used CORP before and individuals who have not. 
This is subject to change according to our recruiting survey and responses. We would also like to have 
participants, if available, who have crimes of their own they would like to report. The usability study will 
be conducted in the Design Lab in the Seig Building at the University of Washington. We will be 
conducting these tests in the general timeframe of the 1st and 2nd week of November (November 2 – 
November 15th). 



Research Questions 
These research questions are designed to investigate the usability of the CORP (Community Online 
Reporting Program) site. We chose these four overlying questions are based on their importance for a 
positive user experience and to help our client’s goals. Each of these questions have specific sub-
questions to help us answer each overlying topic. 

 
The key usability questions that we want to investigate are: 

 How effective is the CORP website? 

o 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? 

o How long does it take to complete the task?  
o How long does it take for users to find their desired information? 

 

 How accessible is the CORP website? 

o Is the website usable for a diverse community? 

 languages 
 responsiveness 
 computer technical ability 

 

 What is the user-satisfaction of the CORP website? 

o 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? 

o What would the users like to see changed? 

 

 Is CORP a trustworthy site?  
o Does it meet the user’s expectations?  

 What type of information do you expect SPD to follow up with?  
o Is there any information that is not currently provided that users expect? 

 
Our rationale is that measuring the effectiveness, efficiency, accessibility, appeal, and trustworthiness 
are important qualities in the user experience of the CORP, and especially a crime reporting system. 
Exploring these questions will help the research group find specific problem areas in the user experience 
of the crime reporting process and will help our client to make changes accordingly.  The main purpose 
of the site is to report non-emergency crime, and we believe these questions will help us determine if 
CORP is successful or if there are ways to improve the users’ experience. 



Participant profiles 
Our participants will be split between two major groups: people with previous experience with CORP 
and those who have no prior experience. This division was created to observe the learning curve of the 
website.  
Our rationale: 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. 
 
Our two subgroups within these two groups will be homeowners and non-homeowners.  
Our rationale: these are the decided divisions within previous CORP users and CORP users according to 
the different reportable crimes. By dividing the participants into homeowners and non-homeowners we 
can find participants that fit scenarios more suitable and imaginable to them. 
 
In all, we plan to recruit participants who are between the ages of 18 and 55 and live in the city of 
Seattle.  
Our rationale: since this website is for the City of Seattle’s Police Department, people who are members 
of this community should be the prime users. Gender will not really be a factor, but if we do receive a 
large amount of potential participants, we would like to even the genders, 1:1. However, the website is 
meant for the community so demographics, like gender, should not be the main filtering factors of the 
participants. 
 
Participant eligibility is based on the following criteria: 

 Ability and willingness to participate in a 90-minute study 

 Availability on specific evenings and weekends times that have not yet been determined 

 They cannot be a member of law enforcement or related to one 

 Expected skills of our participants are the ability to read and navigate the internet successfully 

Our rationale is: The participants need to be available for 90 minutes to cover the full length of our test. 
Specific times are not set because we want to be flexible as possible for the participants. They cannot be 
a police officer or related to one because they might know the receiving end of the site and be bias to 
the website’s functionality. 

 
Participants' responsibilities: 

 Complete a set of representative task scenarios presented to them in as efficient and timely a 
manner as possible 

 Provide feedback regarding the usability and acceptability of the user  

 Provide honest opinions regarding the usability of the application 

 Participate in post-session subjective questionnaires and debriefing. 
 
We plan to recruit participants using social media platforms such as Facebook, Reddit, and Twitter.  We 
also plan to post an ad on Craigslist to recruit recent victims of crime that would be willing to file their 
report with us. If we are unable to recruit with Craigslist, we may use some guerilla recruit techniques 
locally in the University District.  We plan to recruit a total of six participants and use one as a test pilot 
for our study. 



Methods 
The type of usability test being conducted is a lab-based test. A lab-based test is the best option for our 
group because it offers us and the subject a very controlled environment for conducting our usability 
study. Furthermore, by using the lab setting we have access to a larger array of testing tools.   

Recruiting Participants 
In order to get as broad a range of participants with relevant information as possible, our plan is to 
construct a screening survey with Google Forms and distribute via social media. All survey questions will 
be required. We will include a disclaimer to inform participants about confidentiality and privacy. The 
participants will receive no monetary compensation. 
 
Our Rationale: Our screening survey will be built using Google Forms because it is a free and simple to 
use tool. But importantly it allows our screening survey to be shared on social media platforms and 
consequently reach a wide audience of potential subjects. 

Screening Questions 
A preliminary list of screening questions: 

 To separate homeowners vs. non homeowners: 
o Do you currently rent or own your residence? 

 To separate CORP vs. non-CORP users: 
o Have you ever reported a crime online?  
o If yes, how, for what city/ location, and what type of crime was it? 

 Availability to come to the UW for a research study 

 Contact Information 

 Demographics (?) 

 Do you have a crime that you witnessed or have been a victim of that you would like to report? 

o What is the crime? 

Pre-testing 
While screening our potential participants, we will also be rehearsing for the test proper.  By engaging in 
walkthroughs and, eventually, a pilot test, we will be able to fine-tune both the test and ourselves to get 
the most information possible out of each of the six participants in the study. 

Our Rationale: Walkthroughs are currently our base option for pre-testing our usability study because it 
can be completed within our group and will not require outside participants. However, if we are able to 
find more than enough subjects for usability testing, we will surely use an extra participant for an 
unofficial run-through of our study. 

Task List and Scenarios  
The key tasks that users would need to successfully accomplish are: 

 Find the CORP main page 
 Explore the main page and determine if their crime is reportable 
 File a report 



 Receive a temporary report 
 

These tasks have been chosen because they emulate the sequence of processes a real user would have 
to go through to use the site. All users will receive Scenario 1 and Scenario 2 in the test. The other 
scenarios describe different crimes either reportable or non-reportable on the CORP website. Each of 
those scenarios will be given to a different user (they may receive more than one scenario) to observe 
different problem areas regarding the reporting process of specific crimes.  

The specified through scenarios we have created are: 

Scenario 1:  Find the website 

You recently hear a story on NPR about being able to report crime online to Seattle Police department.   
 Open up a browser of your choice 
 Search for the website 

 
Scenario 2:  Take a look at the website 
Open up this website http://www.seattle.gov/Police/report/default.html 

 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? 

 
Scenario 3:  Narcotics Activity - Is your crime reportable? 

You suspect your next-door neighbor’s grandson is selling marijuana.  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. 

 
Scenario 4:  File a Report - Car prowling 

While you were sleeping, your car was broken in to.  You discovered this as you went to drive to work 
this morning.  You looked around the car and noticed that some CDs, your phone charger, and GPS 
system were missing.  After cleaning out the car and taping the window you realize you are late to work. 
Before driving into work, you decide you should notify the police about the theft. 

 Find out if your crime is reportable 
 How do you know this? 
 Walk me through filing a report for this crime. 

 
Scenario 5:  File a Report - Narcotics Activity 

While attending the Seattle Seahawks game last Sunday, you noticed some strange drug-related activity 
near one of the parking lots.  A few guys were huddled together down one of the alleys and you suspect 
they were buying or selling drugs.  You’ve been wondering what you can do about it. 

 Find out if your crime is reportable 
 How do you know this? 
 Walk me through filing a report for this crime. 

 
Scenario 6: File a Report - 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 

http://www.seattle.gov/Police/report/default.html


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. 

 Find out if your crime is reportable. 
 How do you know this? 
 Walk me through filing a report for this crime.  

 
Scenario 7: Property Damage - Is your crime reportable?  

 You happen to look outside and see someone break the window of a house across the street 
before running off.  You don't know the person responsible, but you were able to get a good 
look at them before they got out of view. 

 Find out if your crime is reportable. 
 How do you know this? 
 Walk me through filing a report for this crime.  

 
Scenario 8: Car Prowl - Is your crime reportable? 

You return to your car after a long day at work to find it completely trashed.  The bag under the 
passenger seat with a laptop and textbooks in it has been stolen, along with the iPod and designer 
sunglasses you kept in the center console. 

 Find out if your crime is reportable. 
 How do you know this? 
 Walk me through filing a report for this crime.  

 
Scenario 9: File a Report - Graffiti 
Homeowner/ Business owner 
You have come home one afternoon after work and you find that there is graffiti on the wall of your 
home. (Possibly have a printed picture of graffiti & place it on the wall or draw on the whiteboard of the 
test room) You have no idea who did it, and you wish you could do something about it to report it. You 
remember that there is an online service to report crimes in Seattle.  

 Please try to report this crime. If no, what convinced you that you cannot report this crime? 
(User uses laptop to search & find CORP)  

 Can you report the crime that pertains to your situation? (Yes/No) 
 If yes, please proceed to filling a report for this crime. (Continues through website /filing 

process. The user will probably need to take a picture of the graffiti or we provide a picture of 
graffiti  

 Provide multiple versions of the image? ex. jpg, tiff, png) 

 
Scenario 10: File a Report - User is victim of crime and reports with us: 
Please explain the crime you would like to report. You remember that there is an online service to 
report crimes in Seattle. Please try to report this crime. (User uses laptop to search & find CORP)  

 Can you report the crime that pertains to your situation? (Yes/No)  
 If yes, please proceed to filling a report for this crime.  
 If no, what convinced you that you cannot report this crime? 



Test Environment, Equipment, and Related Logistics 
Participants will take part in a moderated lab-based test in the Design Lab in the Sieg Building at the 
University of Washington.  A couple of PC laptops with the Web site/Web application and Morae will be 
used, and the participant will not be required to bring anything of their own.  

Our rationale: The Design Lab will be a good lab-space that isn’t as intimidating as smaller, confined test 
room. We want the test study to be at the University of Washington for our convenience and all of our 
equipment is located there. We want to use Morae because the program mentioned in our usability 
research class. This program will allow videoing and other note-taking and data-collecting features. We 
will use the PC laptops, borrowed from the HCDE department, which already have Morae installed on 
them. 

 

We decided that creating a beta site so the users can click the submit button and be able to complete 
the process was out of the scope of this project. We concluded that creation of the beta site would not 
significant improve the insight to the users’ experience and will have the participants complete the tasks 
without clicking the submit button.  

Our rationale: It is a criminal offense to report false data, so we need to do everything we can to 
prevent that. 

 

The participant’s interaction with the Web site/Web application will be monitored by the facilitator 
seated in the same office. Note takers and data logger(s) will monitor the sessions in observation room, 
connected by video camera feed. The test sessions will be videotaped. 

Our rationale: A facilitator will be in the same room to personally interact with the participant and to 
ensure the participant doesn’t wrongfully submit a report. The ratio of our team to the participants 
should be 1:1 to prevent intimidation towards the participant. The sessions will be videotaped for 
playback and to connect the note takers and data loggers to the session. 

Facilitation approach 
The facilitator will brief the participants on the Web site/Web application and instruct the participant 
that they are evaluating the application, rather than the facilitator evaluating the participant. 
Participants will sign an informed consent that acknowledges: the participation is voluntary, that 
participation can cease at any time, and that the session will be videotaped but their privacy of 
identification will be safeguarded. The facilitator will ask the participant if they have any questions. 
 
Participants will complete a pre-test questionnaire that will confirm their eligibility and demographic 
information. The facilitator will explain that the amount of time taken to complete the test, how tasks 
will be measured and that exploratory behavior outside the task flow should not occur until after task 
completion. At the start of each task, the participant will read aloud the task description from the 
printed copy and begin the task. Time-on-task measurement begins when the participant starts the task.  
 
The facilitator will instruct the participant to ‘think aloud’ so that a verbal record exists of their 
interaction with the Web site. The facilitator will observe and enter user behavior, user comments, and 
system actions in the data logging application. 



 
After each task, the participant will complete the post-task questionnaire and elaborate on the task 
session with the facilitator. After all task scenarios are attempted, the participant will complete the post-
test satisfaction questionnaire. 

Roles 
The roles involved in a usability test are as follows. An individual may play multiple roles and tests may 
not require all roles. Each member of the UXCorp team will have an opportunity to perform each role at 
least once.  We have five members of our team, so each member will act as a note-taker twice.  We will 
have 2 note-takers for each test session.  Our rationale for this rotation of responsibility will allow for 
each person to learn from the experience and also prevent from fatigue on some of more intense roles.   

Facilitator 
 Provides overview of study to participants 
 Defines usability and purpose of usability testing to participants 
 Assists in conduct of participant and observer debriefing sessions 
 Responds to participant's requests for assistance  

Note Takers (2) 
 Records participant’s actions and comments 

Test Observers  
 Silent observer 
 Assists the data logger in identifying problems, concerns, coding bugs, and procedural errors 
 Serve as note takers. 

 

Tech Manager 
 Camera operator 
 Switches and labels recordings, creates highlight reel 
 Ensures technology necessary for testing sessions function correctly 
 Resets systems in between participants 
 Should be comfortable with technology and be able to troubleshoot problems 

 

Other roles that will be shared outside of facilitation 

 Lead report writer (complies report) 
 Data analysis lead (leads team through analyzing data) 
 Recruiting manager (ensures representatives are recruited and scheduled) 

  



Test Schedule 
Each test session is scheduled for a total of 90 minutes.  70 minutes will be devoted to the test with 20 
minutes between sessions for resetting the equipment and preparing for the next participant. 

 Introduction and Informed Consent  6 minutes 
 Pre-test Questionnaire    3 minutes 
 Task 1 - find site/first impressions  10 minutes   
 Post-task Questionnaire    3 minutes 
 Task 2 - determine if crime is reportable  10 minutes    
 Post-task Questionnaire    3 minutes 
 Task 3 - file a report    10 minutes 
 Post-task Questionnaire    3 minutes 
 Post-test  Questionnaire   20 minutes 
 Thank you     2 minutes 

We plan to reserve Design Lab in the Sieg Building at the University of Washington or LUTE Lab for our 
usability study, with a pilot test on November 5th, then three tests on the 12th and the 19th to collect 
our data.   

The CORP Development Team have not explicitly given us permission to conduct this test, so we may 
need to recruit participants that have been recent victims of crimes and are willing to file a report in our 
presence.  We may need to employ some guerrilla techniques to recruit these participants. In this 
circumstance we would likely choose an establishment, such as a coffee shop, to conduct a less formal 
study.   

Our rationale: As mentioned earlier, our concern is that falsely reporting an incident or pretending to be 
someone else in order to file a report can be investigated and charged as a criminal offense.  We are 
taking every precaution to ensure this does not occur. 

Data Collection 
The sections below will describe the various data collection techniques that will be used during usability 
testing, detail the types of data that will be collected, and explain why it is necessary to collect this data. 

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 
 The success rate for completing the assigned scenario 

The aforementioned data will provide a quantitative measure for understanding the effectiveness and 
efficiency of the website. It will measure how well the user is able to perform the various tasks that 
CORP enables through its wide range of functionalities. For instance, a high number of user errors will 
indicate that CORP does a poor job in directing the user through all the steps necessary to complete a 
task. 

Data: User Satisfaction 

 Think-aloud during task completion 



 Questionnaire that utilizes free-form responses and rating scales will give the user the 
opportunity to show how satisfied he/she is with CORP 

 Pre and Post Testing interviews or discussions that allow the user to share any interesting 
thoughts about reporting crime online and CORP 

The aforementioned data targets the user’s satisfaction and their emotional response towards CORP 
and online crime reporting. We as researchers will learn what scenarios and what specific tasks in these 
scenarios are frustrating or difficult to complete by our subjects. With this information, we know exactly 
which aspects of CORP are lacking in a user-friendly experience. 

Challenges 
This will be the first time that all the members of our group will be conducting a formal usability study. 
Therefore, it is expected that there will be some difficulties along the way. The first of which will be 
using the software, Morae. We have never used this usability testing software before and it will take 
some practice before we are proficient enough to employ the software’s multitude of functionalities to 
fit our current needs which include recording the  subject and his/her movement on the CORP website. 
Another challenge will recording data during the subject think-aloud. It is impossible to type as fast as 
one can talk so it will be important to only note down the information that will be helpful for data 
analysis.   

Given our limited time-frame and small sample size of test subjects, there may be not enough data to 
make accurate statements on the usability of the current CORP website. While we can definitely make 
assumptions as to what usability issues CORP has based off the qualitative data we collect, the 
quantitative data will not be statistically verifiable and will consequently be inconclusive. We will 
continue to move forward and make the best out of the information we collect.  

Data Analysis 
At the end of usability testing we will analyze the data we have and attempt to find patterns and look for 
problems. We will separate the data into two groups: Quantitative Data and Qualitative Data. Each 
group analysis will follow its own criteria. This will help us apply the correct analysis tools to the correct 
data, contributing to the effectiveness of the evaluation.  

Measures of Usability and Correlated Questions 
 
Effectiveness (EV)  

 How effective is the CORP website? 
 How accessible is the CORP website? 

Efficiency (EC) 
 Is the CORP website efficient? 

Satisfaction (S) 
 What is the user-satisfaction of the CORP website? 
 Is CORP a trustworthy site?  



Types of Data and Metrics 
Usability metrics refers to user performance measured against specific performance goals necessary to 
satisfy usability requirements.  Scenario completion success rates, adherence to dialog scripts, error 
rates, and subjective evaluations will be used.  Time-to-completion of scenarios will also be collected. 
Another metric that may be used measures the speed and effectiveness of follow-up after a report is 
submitted.  This will only be used if we are able to recruit recent victims of a crime that are willing to 
submit a report with us. 

Quantitative Data  
Our quantitative data collection will include:  Pre-task questionnaire, scenario completion rate, scenario 
completion time, non/critical error counts, and follow-up time.  
 
This data will be recorded in a spreadsheet and calculations will be made of: 
Success rates (EV) 

 Each scenario will require, or request, that the participant obtains or inputs specific data that 
would be used in course of a typical task.  The scenario is completed when the participant 
indicates the scenarios goal has been obtained (whether successfully or unsuccessfully) or the 
participant requests and receives sufficient guidance as to warrant scoring the scenario as a 
critical error. 

Task Time (EC) 
 The time to complete each scenario, not including subjective evaluation durations, will be 

recorded. 
Error Rates (EV) 

 Critical Errors 
o Critical errors are deviations at completion from the targets of the scenario.  Obtaining 

or otherwise reporting of the wrong data value due to participant workflow is a critical 
error. Participants may or may not be aware that the task goal is incorrect or 
incomplete. 

o Independent completion of the scenario is a universal goal; help obtained from the 
other usability test roles is cause to score the scenario a critical error.  Critical errors can 
also be assigned when the participant initiates (or attempts to initiate) and action that 
will result in the goal state becoming unobtainable.  In general, critical errors are 
unresolved errors during the process of completing the task or errors that produce an 
incorrect outcome. 

 Non-critical Errors 
o Non-critical errors are an error that are recovered from by the participant or, if not 

detected, does not result in processing problems or unexpected results.  Although non-
critical errors can be undetected by the participant, when they are detected they are 
generally frustrating to the participant. 

o These errors may be procedural, in which the participant does not complete a scenario 
in the most optimal means (e.g., excessive steps and keystrokes).  These errors may also 
be errors of confusion (ex., initially selecting the wrong function, using a user-interface 
control incorrectly such as attempting to edit an un-editable field). 

o Noncritical errors can always be recovered from during the process of completing the 
scenario.  Exploratory behavior, such as opening the wrong menu while searching for a 
function, will be coded as a non-critical error. 



 
Satisfaction Questionnaire Ratings (S) 

 Satisfaction Questionnaire Ratings will be totaled numerically on the Likert scaling, written in 
our post-questionnaire. 

Qualitative Data  
Pre-task questionnaire, subjective evaluations, notes on paths taken by participants, and the post-
scenario questionnaire. Subjective evaluations regarding ease of use and satisfaction will be collected 
via questionnaires, and during debriefing at the conclusion of the session.  The questionnaires will utilize 
free-form responses and rating scales.  
 
This analysis will include: 

 Observations about pathways participants took (EC)(S) 
 Problems experienced (EV)(S) 
 Comments/Recommendations (S) 
 Answers to open-ended questions (S) 

Reporting 
Our final report will consist of a written and oral report which will be prepared and delivered by the 
entire UXCORP team on or by December 4th. 

Written Report  
We will create a deliverable document containing all of our findings and recommendations. This will 
include our qualitative and quantitative data, our spreadsheet, notes, or other collected media/artifacts. 
We will keep the sections short, use tables to display the metrics, and use visual examples to 
demonstrate problem areas as well as positive findings, when possible.  

Oral Report 
We will create a presentation slide deck complete with slide notes. The presentation will attempt to 
convey the findings of the usability tests in their entirety, and follow the format of the written report. 
Content may be edited to fit in the time allowed for the report. The group will decide on which positions 
will be assigned to whom once clear roles have been defined. 

 


