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What we did 

After developing our initial prototype, we developed wireframes to determine a workflow for users using 
the FenderBender app.  From those wireframes we developed a low-fi prototype in Axure.  From this 
low-fi prototype, we increased the fidelity by implementing features similar to those found in a fully 

developed application (e.g. navigational bar, actual media, etc.). 

In order to gather feedback about the design of our app, we conducted tests with three users using our 
testing protocol.  Our testing protocol consisted of four tasks, three for the mobile application and one for 

the desktop application. 

Testing Plan Overview 

The goal of the testing plan is to determine how usable the prototype of the application is.  Usability is 

assessed by asking participants to complete specific tasks.  Each of these tasks are tasks that the 

application was designed to accomplish.  In order to accomplish the task, the test participant is invited to 

use a mid-fi prototype to carry out the task.  As they work through the task, the participant is asked to 

think aloud and is prompted to answer the following questions (in bold).  The purpose of each question is 

defined beneath each question. 

��1: Where would you begin this task? 

The purpose of this question is to determine how navigable the interface is.  If a user is 

unable to determine how to begin the task, there may be an issue with the layout of the 

navigation or the naming convention of the prototype. 

��2: What do you expect to see when you press on ____? 

This questions provides insight into the expected behavior of the application.  This is a 

crucial question because it provides a ‘hypothesis’ for what the application might 
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provide.  This is illustrative of a user’s mental model and thus allows us to identify 

potential miscommunication or missing elements in the design of our prototype. 

��3: [After pressing on the icon] Is this what you expected to see? 

By asking test subjects if they expected to see what is on the page, it is possible to 

determine if the actual design of the page matches their expectations. 

��4: What is happening on this ‘page’? 

By asking users ‘what is happening on this page’, it is possible to determine their overall 

interpretation of the page - what the page is and what it is there for. 

��5: What does it look like can you do from this ‘page’? 

As users see the next page, they analyze the features of the page to determine possible 

paths.  This will allow for a comparison between the intended purpose of the application 

and the interpreted purpose. 

��6: What do you think of this ‘page’? 

This is an open-ended question that allows test subjects to provide open feedback about 

the design of the page.  Test subjects will typically refer to elements of the design that are 

present.  This is valuable information as it helps to evaluate the design decisions made on 

each page. 

��7: Is there anything that is missing from this ‘page’? 

By asking test subjects if anything is missing from the page, the design team can identify 

any areas of potential improvement that may not have been considered. 

��8: What will you do next? 
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Asking test subjects what they will do next provides insight into a user’s workflow as 

they work to accomplish a task.  This will help to identify problems in the designed 

workflow. 

��Repeat questions 2-8. 

Testing Audience 

The testing audience for this test is specific to anyone who is a current driver who holds car insurance.  

The target audience for the application is for mobile device users who feel comfortable exchanging 

important information over an application.  This narrows the target audience to users in their late teens to 

early thirties.  No specific gender is targeted. 

For the purpose of this test, most test subjects have personal relationships with members of the design 

team.  While this is not an ideal target audience, it is accepted and acknowledged as a limitation of this 

test plan. 

Below is the Testing Protocol Script, detailing what is said to subjects throughout the test. 

Testing Protocol Script 

Hello!  We are a group of students at DePaul University who have been learning about prototyping and 

user centered design methods.  We want to learn about the design of the app, Fender Bender, and practice 

using our research methods.  Fender Bender was designed as a way to help people navigate car accidents 

and submit insurance claims.  I did not design this - my feelings won’t be hurt if you share your thoughts 

or feelings about it!  We really just want to see how the design of it works and ultimately take what we 

learn from the test to identify ways for the team to improve it. 
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We will be giving you four tasks to complete.  There is no right or wrong way to do the tasks.  As you are 

completing the task, please say everything that comes to mind.  If at any point you need to, or wish to, 

stop the test, let us know and we will take a break or stop. 

Do you have any questions before we begin?... 

Before we begin with the tasks, I’d like to ask some basic demographic information: 

What is your gender? Male / Female 

What is your age? 

Do you drive? 

Have you ever been in an accident before? 

I am going to present you with your first scenario now. 

[Task 1: User wants to report an accident] 

[Scenario]: You were just in an accident and want to report the accident to your insurance company.  The 

damage was minor and you are not injured so you’re okay to use the app. 

[Prompting Questions] 

��1: Where would you begin this task? 

��2: What do you expect to see when you press on ____? 

��3: [After pressing on the icon] Is this what you expected to see? 

��4: What is happening on this ‘page’? 

��5: What does it look like can you do from this ‘page’? 
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��6: What do you think of this ‘page’? 

��7: Is there anything that is missing from this ‘page’? 

��8: What will you do next? 

��Repeat questions 2-8. 

[Post Task Questions] 

��How easy was it to complete the task on a scale of 1-5, 1 being not easy and 5 being very easy? 

��What made you give it a rating of __? 

��How important would completing this task be to you on a scale of 1 - 5, 1 being not important at 

all and 5 being very important? 

��What made you give it a rating of __? 

 

[Task 2: User wants to get help after an accident using Voice UI] 

[Setup - Open prototype to Voice UI notification] 

[Scenario]: You were just in a really bad accident and need help.  You hear the phone start by saying, “I 

detected that you may have been in a car accident.  Are you ok?” 

[Prompting Questions] 

��1: Where would you begin this task? 

��2: What do you expect to see when you press on ____? 

��3: [After pressing on the icon] Is this what you expected to see? 

��4: What is happening on this ‘page’? 

��5: What does it look like can you do from this ‘page’? 
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��6: What do you think of this ‘page’? 

��7: Is there anything that is missing from this ‘page’? 

��8: What will you do next? 

��Repeat questions 2-8. 

[Post Task Questions] 

��How easy was it to complete the task on a scale of 1-5, 1 being not easy and 5 very easy? 

��What made you give it a rating of __? 

��How important would completing this task be to you on a scale of 1 - 5, 1 being not important at 

all and 5 being very important? 

��What made you give it a rating of __? 

[Task 3: User wants to check on the status of a claim using the desktop app] 

[Scenario]: You were in an accident and want to follow up on the claim that you made to see what its 

status is. 

[Prompting Questions] 

��1: Where would you begin this task? 

��2: What do you expect to see when you press on ____? 

��3: [After pressing on the icon] Is this what you expected to see? 

��4: What is happening on this ‘page’? 

��5: What does it look like can you do from this ‘page’? 

��6: What do you think of this ‘page’? 

��7: Is there anything that is missing from this ‘page’? 

��8: What will you do next? 
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��Repeat questions 2-8. 

[Post Task Questions] 

��How easy was it to complete the task on a scale of 1-5, 1 being not easy and 5 being very easy? 

��What made you give it a rating of __? 

��How important would completing this task be to you on a scale of 1 - 5, 1 being not important at 

all and 5 being very important? 

��What made you give it a rating of __? 

 

[Task 4: User wants to check on the status of a claim using the mobile app] 

[Scenario]: You were in an accident and want to follow up on the claim that you made to see what its 

status is on your mobile device. 

[Prompting Questions] 

��1: Where would you begin this task? 

��2: What do you expect to see when you press on ____? 

��3: [After pressing on the icon] Is this what you expected to see? 

��4: What is happening on this ‘page’? 

��5: What does it look like can you do from this ‘page’? 

��6: What do you think of this ‘page’? 

��7: Is there anything that is missing from this ‘page’? 

��8: What will you do next? 

��Repeat questions 2-8. 

[Post Task Questions] 
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��How easy was it to complete the task on a scale of 1-5, 1 being not easy and 5 being very easy? 

��What made you give it a rating of __? 

��How important would completing this task be to you on a scale of 1 - 5, 1 being not important at 

all and 5 being very important? 

What made you give it a rating of __?  
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Prototypes 

Mobile - http://lg39cy.axshare.com/ 

Desktop - http://lwd3d9.axshare.com/ 

 

Test Videos 

Tester 1 -  

Desktop - http://screencast.com/t/7nUiRFAjCw 

Mobile - http://screencast.com/t/sWQGX9nHuRP 

Tester 2 -  

Full Test - https://youtu.be/bXz_PEofamY 

Tester 3 -  

Task 1 - http://screencast.com/t/mYDqyD0wofc 

Task 2 - http://screencast.com/t/oLYgaIdMak7M 

Task 3 - http://screencast.com/t/drEPaMiNfyY 

Task 3 - http://screencast.com/t/KxVjVN4CD 
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What we learned 

After testing the prototype we received valuable feedback from our testers that would make the interface 
more user friendly. Our group took for granted common sense features that need to be spelled out to the 
common user such as making sure there was a navigation bar. Our user want to be able to report the 
accident in an expedited manner. Some users did not like the fact that there were several screens they has 
to navigate through before they could report the accident. Our users also felt it was very important that 
they are able to check their claim status. Listed below is feedback and possible enhancements our users 

suggested.  

Mobile Enhancements & User Feedback  

��Add navigational menu to each screen - Make sure the user can go back without completing a 
task. 

�� Information Dashboard should check off after task are completed  
�� Information dashboard buttons should be more defined  
��Camera should be more accessible while trying to take a picture. Very hard to click.  
��Too many screens before an accident can be reported  
��No forgot password  or username link on login screen  
��Bug: White area of Safety text brings you to the My information screen 
��What happens if voice recognition fails  

 
Desktop Enhancements and user feedback 

��No forgot username link 
��Forgot password link doesn’t do anything and is really close to the text boxes 
��Password is not hidden/masked 
��Can’t click on completed claims, what if I want to review them? 
��Applications Detail tab needs to be updated  
��About Us needs to be updated  

Account page text should use capitals letters for titles and the word info. shouldn’t be shortened there is 

plenty of room for the whole word. 


