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PROJECT OVERVIEW

Create a companion app for the city of Milford, Connecticut's

government website (ci.milford.ct.us) with an exclusive focus on the

needs of the city's residents. The app will function as an on-the-go

resource for residents to be connected with their city and conduct

common government-related business, such as paying taxes, placing

public works service requests, learning election or voting information,

and contacting their representatives. The app will attempt to integrate

these government-related functions with more community-related

functions, such as events, transportation needs, recreation activities,

and supporting local businesses, as this is the way residents view their

experience of living in a city. A resident may want to renew a library

book, find a local restaurant to eat dinner at, and look up a commuter

train schedule all on the same day. Why not help them do all of this in

1 app, dedicated to improving the overall experience of living in their

city? If Milford is the "Small City with a Big Heart" then this app should

help residents feel it's pulse.

Photo credits: Nancy Wierzbicki
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Paper prototype usability testing for the Milford Resident Companion App was

designed to explore and understand how users navigate through the app. During

this testing, 2 sessions were conducted in which users were asked to complete

4 tasks using low fidelity paper screens depicted the steps for each of these

tasks as outlined earlier in user flows and a site map.

 

Because of social distancing guidelines in relation to COVID-19 in place at the

time of testing, sessions were conducted remotely using Zoom video

conferencing. The Prototyping on Paper (POP) app was used to deliver the

prototypes to users digitally. The prototype users interacted with can be viewed

by clicking the image at right or at https://marvelapp.com/72aaa71

 

The goal of this testing was to collect results that can provide insight on any

missing or confusing elements in the app design at this stage and areas of

navigation in the app that are in need of changes and improvement. User

insights are an important element of a successful iterative design process. By

starting testing early and repeating it often during prototyping the chances for

project refinement and successful launch increase.
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the session, I will try to answer. I may not be able to right away,

though, because we really want to know how someone would use the

app when they don't have others to help them out. If you still have

questions at the end I'll try to answer them then. And if at any point

you need to stop and take a break just let me know.

 

With your permission, I would like to record our session today. This

recording will include what you will be doing on screen with the app as

well as our video conversation here. This will be used as a reference

to help us make improvements to the app and for members of my

team who can't be with us today. That, and I don't have to take as

many notes while we're talking. Is this ok with you? 

 
(Wait for verbal permission then start recording the Zoom call)
 
Great! Do you have any questions so far?
 
Wonderful! Before we begin, I have a couple quick questions for you.
 
First of all, what do you do for work?
 
What kind of mobile devices do you use regularly to access the

internet? A smartphone? A tablet? And do you know what the brands

of these devices are?

Hi,___________. My name is Kim and I'm going to be working with

you for today's session. 

 

First of all, thanks for taking the time to help us out today. We're

asking people to try out a new app we're making in order to learn if it

works the way we planned. In our session today I'll be asking you to

complete a few tasks using the app, which should not take more than

an hour of your time.

 

The most important thing to remember throughout the session is that

we are testing the app, not you. You can't do anything wrong or

make a mistake. So, if you have any difficulties at any point during

the tasks know that you are actually helping us to identify areas we

can improve and ensure the app is easy to use for everyone.

 

The only thing I ask is that you think out loud as you do things on the

app. It really helps us to hear what you are thinking, looking at, and

what you are trying to do as you go. Also, it's ok to be honest. It won't

hurt our feelings if you don't like or understand something. Honesty

helps us make the app better.

 

If you have a problem, and would like to ask me a question during

TESTING SCRIPT
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Do you have any other devices you use to access the internet?

 

Do you think you use these more or less than your mobile device(s)

 

On your mobile device(s) what apps do you think you use the most?

 

What do you use these apps for?

 

Which one would you say is your favorite app to use?

 

Ok, thanks! Now it's time to move on to doing things. I've just sent you

a link in the chat. If you could open that and then share your screen

with me that'd be great. The share button is the green button next to

the chat button in the menu. Feel free to take time to close any

programs or windows you'd like before sharing your screen with me

 

(Send testing link in the chat and wait for screen to be shared,

Make sure there is nothing obscuring the app screen or faces for

recording purposes. Ask politely for any needed adjustments

before beginning)

TESTING SCRIPT

First, could you just look at the screen without clicking on anything and

give me your first impressions. How does it make you feel? What do

you think this app is built for? Who do you think will use it? What do

you think they will use it for? Feel free to just tell me anything and

everything you're thinking.

 

(Allow user to continue for 2 to 3 minutes)

 

Thanks! Now I'm going to give you some specific tasks to do on the

app. If you could do these tasks without using search that would be

very helpful for us. I'll read aloud what you need to do and I'll also send

a written copy of the task to you via the chat for reference. Just

remember to think out loud as you do these tasks. Here's the first one.

 

(Read and send the first task. Let user continue with the task until

it does not produce value or they become frustrated.  Continue

through the other 2 tasks in the same manner.)

 

Thanks! That was all very helpful. Do you have any questions before

we're finished?
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TASK 2: REPORT A POTHOLE

Use the app to let the city know about a big

pothole in the street outside your house.

TASK 1: PAY A TAX BILL

Use the app to pay your annual property tax

bill that you received in the mail today.

TASK LIST
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PREDICTED STEPS USER TAKES

Chooses "Requests and Payments"

Chooses "Taxes"

Chooses "View and Pay Taxes"

Searches tax records by last name

Finds bill with last name

Chooses "Make Payment"

Enters payment information

Confirms info, accepts disclaimer, and submits payment

Reads confirmation page

 Saves, prints, or emails payment receipt

1.

2.

3.

4.

5.

6.

7.

8.

9.

10.

PREDICTED STEPS USER TAKES

Chooses "Public Works"

Chooses "Report A Problem"

Chooses "Pothole" as the type of problem

Completes the required fields

Submits the report

 Reads the confirmation page

1.

2.

3.

4.

5.

6.



TASK 4: START A LIVE CHAT WITH ANIMAL
CONTROL

Use the app to ask Animal Control if they have

seen or picked up your missing dog.

TASK LIST
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TASK 3: MAKE A RESERVATION AT A
LOCAL ITALIAN RESTAURANT

Use the app to make a reservation at a local

Italian restaurant for dinner with friends.

PREDICTED STEPS USER TAKES

Chooses "Things to Do"

Chooses "Restaurants"

Chooses "Filter Options"

Chooses "Italian" as category, "Evening" as time, and

Saturday as day and searches

Chooses "Make a Reservation" on a search result

Enter information in the reservation form and submits

Reads confirmation page

1.

2.

3.

4.

5.

6.

7.

PREDICTED STEPS USER TAKES

Chooses Live Chat button on bottom navigation

Chooses "Animal Control" from list of who to chat with

Views messaging screen that opens

Reads greeting message

Chooses the text bar

Types message

Sends message

1.

2.

3.

4.

5.

6.
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Users start on a home screen that serves as the main

navigation with icons for each menu category and header

and footer icons all together, enabling them to bypass the

normally irrelevant home screen content and get straight to

their desired area of the app in fewer clicks

HOME SCREEN GUIDE

Chat feature, represented by the common symbol of a

conversation bubble, allows users to live chat with different

city government departments for quick inquiries and

questions

Search icon is always available at the top of the screen since users

read top to bottom. Users can quickly find what they need and go

directly there no matter where they are in the app

City logo icon takes users straight back to home

screen/main navigation from anywhere in the app so they

are never at a dead end or lost

Main navigation categories appear similar to app icons on the home

screen immediately upon the app opening.This avoids the need for

users to search for a hamburger menu icon, click it, then view

categories and click again. This saves time and eliminates 1 click

when using the main navigation

Contact feature, represented by the envelope symbol,

common to email allows users to send longer form

messages, official inquiries, or after hours messages to city

government departments and government representatives

The alerts feature is represented by the common symbol of a bell

and is the home for all emergency alerts and other types of

community alerts. Users can choose what kinds of alerts they

receive via a settings mode in this section of the app

The maps feature is represented by the common symbol of the map

pin. This feature allows users to view and filter locations and other

resources on an interactive map of Milford.

The community calendar feature is represented by the common

symbol for calendar. This feature allows users to view, search,

save, and RSVP for a wide range of events throughout Milford.

- Users can interact with areas in blue
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Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

TASK 1 VIA "REQUESTS & PAYMENTS"

Users select the

"Requests & Payments"

menu category

Users are presented a

screen with options

categorized under

"Requests & Payments"

Users can choose

to view and pay

their taxes

Users  choose "Taxes"

Users are presented

a screen with all tax

related information

Or users can contact

the tax collector or

assessor

10- Users can interact with areas in blue



If users choose to

contact the tax

collector or assessor,

they are presented

the contact screen,

and the flow

continues the same

from here as for Task

4 via "Contact"

feature on page 33

TASK 1 VIA "REQUESTS & PAYMENTS"

If users choose "View

and Pay Taxes", they

are presented the

"Search Tax Records"

screen and the flow

continues the same

from this point as via

Search on page 7

11

Users select the

search bar

Keyboard slides

up and users

enters last name

or list #



TASK 1 VIA "REQUESTS & PAYMENTS"

Or users can

select their tax bill

If users choose

their bill, they are

presented a screen

with their bill

details 

If users choose

"View Payments"

they will see a 

screen listing all

previous payments

on the bill

Users are presented

the search results

Or users can

make a payment

Users can

conduct a new

search if results

are unhelpful

Users can view

payment history on

the bill

Or users can get a

copy of the bill in case

they've lost it
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TASK 1 VIA "REQUESTS & PAYMENTS"

Users can choose

to save or print

the pdf

If users choose to

save or print the PDF,

a menu with options

to do so on their

device will slide up 

If users choose

"Make A Payment"

they will be

presented a screen

to input payment

information

If users choose "Get

Copy of Bill" they will

be presented a

screen with a PDF of

their bill
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TASK 1 VIA "REQUESTS & PAYMENTS"

Users can choose the

payment method and

a dropdown menu of

options will appear for

them to choose from

If users click the "?"

next to CVV, a pop up

box will visually

explain what a CVV is.

Users can click the X

to close the box

If users click any of the

other fields, a

keyboard will slide up

for them to input

information
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TASK 1 VIA "REQUESTS & PAYMENTS"

Users are

presented a screen

to confirm payment

information

If users click to see

disclaimer, the

disclaimer text will pop

up in a box. Users can

read the text or close

the box with the X 

Users click "Continue"

when finished

inputing information

Users must check

to agree to the

payment disclaimer

Users can click to

see the payment

disclaimer
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TASK 1 VIA "REQUESTS & PAYMENTS"

If users choose to

save, print, or email

their receipt, a menu

with options to do so

on their device will

slide up 
If information is

correct, users can

submit the payment

and, if not, users can

return to the "Payment

Information" screen to

make changes

If users submit

payment

information, they

are presented a

screen with a

receipt for their

payment that they

can choose to save,

print, or email
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Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

TASK 2 VIA "PUBLIC WORKS"

Users select the "Public

Works" menu category

Users are presented a

screen with options

categorized under

"Public Works"

Users choose

"Report a Problem"

Users are presented

a screen with the

form for reporting a

problem to Public

Works

17- Users can interact with areas in blue



TASK 2 VIA "PUBLIC WORKS"

Users choose the type

of problem they want to

report from a dropdown

menu of options

Users choose any

other field and a

keyboard slides up

for them to input

information

Once all fields are

completed, users

can submit the

repoart
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TASK 2 VIA "PUBLIC WORKS"

Users are presented

a confirmation screen

after submitting their

report

Users can submit

another report if they

need

19



Users choose "Report a

Problem to Public

Works"

Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

TASK 2 VIA "REQUESTS & PAYMENTS"

Users select the

"Requests & Payments"

menu category

Users are presented a

screen with options

categorized under

"Requests & Payments"

Users are presented

a screen with the

form for reporting a

problem to Public

Works and the flow

continues the same

from here as via

"Public Works" on

page 17

20- Users can interact with areas in blue



Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

Users select the "Things

To Do" menu category

Users are presented a

screen with options

categorized under

"Things To Do"

Users choose

"Restaurants"

Users are presented

the main

"Restaurants" screen

TASK 3 VIA "THINGS TO DO"

Users can apply filters to

search for a restaurant

Or users can browse the

full list of restaurants

21- Users can interact with areas in blue



If users choose to

filter restaurants, they

will see a screen with

all filter options

Users select the

category of restaurant

from a dropdown menu

TASK 3 VIA "THINGS TO DO"

Users can choose a

distance to search within

Users can slide to

choose the price

range they prefer

22



TASK 3 VIA "THINGS TO DO"

Users can choose the

time they want to go to

the restaurant

Users can choose to

search around their

current location or a

specific address, such

as their home

If users choose

"Address" a new

field will appear for

them to enter the

address and when

tapped a keyboard

will slide up
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TASK 3 VIA "THINGS TO DO"

Users can choose

what day they would

like to go to the

restaurant

Once all desired

filters are applied,

users click search

Users are presented

a screen with all

results that they can

scroll through, sort,

and/or choose to

return and edit filters

for better results
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TASK 3 VIA "THINGS TO DO"

Users can choose to

sort results in multiple

ways with a dropdown

menu

When users touch a

restaurant dot on the

map, its information will

appear below the map

Within each

restaurant's

information users can

choose to get

directions, which will

open up their device's

navigation app, or

request a reservation

at that restaurant

If users choose " View

On Map", a map with

all results will appear

and they will be able

to touch each

restaurant dot option

on the map
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TASK 3 VIA "THINGS TO DO"

If users choose to

request a reservation,

they will be presented

the restaurant

reservation form with

their chosen

restaurant selected

A keyboard will slide up

when users tap to input

information in each field

When all fields are

completed, users can

submit their

reservation request

After users submit their

request, they will be

presented a confirmation

screen, Further

communication will come

directly from the

restaurant once they

receive the email with the

request
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TASK 3 VIA "THINGS TO DO"

If users choose to

view all restaurants,

they will be presented

a screen with the full

list of options instead

of just the filter results

Users can choose to

sort results in multiple

ways with a dropdown

menu
When users touch a

restaurant dot on the

map, its information will

appear below the map

If users choose " View

On Map", a map with

all results will appear

and they will be able

to touch each

restaurant dot option

on the map

27

Users can choose

"Make A Reservations"

and the flow will

continue as on page 26 



Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

TASK 3 VIA MAP FEATURE

Users select the "Map"

Icon

Users are presented a

screen with an

interactive map of

Milford

Users can choose

which categories

of locations

appear on the

map

User can tap a

location dot on

the map for more

information

Users can also find

specific locations or

businesses via the

search function

28- Users can interact with areas in blue



TASK 3 VIA MAP FEATURE

If users choose the

search function, a

keyboard will slide up

for them to input

information

29

Information on a restaurant will

appear below the map after users

tap on its location dot on the map

User can choose "Make A

Reservation" and the flow will

continue from here as via

"Things To Do on page 26



Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

TASK 4 VIA LIVE CHAT FEATURE

Users select the "Chat"

Icon

Users are presented a

screen with options to

start a chat and view

previous live chats

Users can choose

which government

department they

would like to chat

with from a

dropdown menu

30- Users can interact with areas in blue



When a chat is

stated, users will be

presented a

conversation screen

TASK 4 VIA LIVE CHAT FEATURE

When users tap to

chat, a keyboard

will slide up
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Users start on a home

screen that serves as

the main navigation

with icons for each

menu category and

header and footer

icons all together,

enabling them to

bypass the normally

irrelevant home

screen content and

get straight to their

desired area of the

app in fewer clicks

Users select the

"Contact" feature

TASK 4 VIA CONTACT FEATURE

Users are presented

the contact screen,

Users choose who they

want to contact and a

dropdown menu with

options is presented

32- Users can interact with areas in blue



When users choose

other fields, a

keyboard slides up

for them to input 

 information

After submitting their

contact request,

users are presented

a confirmation page

Users submit their

information once they

are finished with all

fields

TASK 4 VIA CONTACT FEATURE
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TESTING VIDEOS

Session 1 Session 2

Also available at https://youtu.be/mG8s8ZEwde8 Also available at https://youtu.be/5lTjNd0Zr5c
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Overall users in both testing sessions described the app as friendly and easy to navigate.

Most of the big struggles or delays in them completing tasks came from the limited

functionality of the prototype itself and the need to imagine certain state changes and

interactive elements that would naturally exist in a fully coded prototype. Themes and

suggestions included:

 

Inclusion of the Chat Feature

Both User 1 and User 2 expressed particular interest and pleasant surprise at the offering of a

live chat feature. Neither seemed to struggle to use it and both commented on the familiarity

of the dialogue bubble icon representing it in the bottom navigation. User 1 pointed out with

excitement how the option to upload and send a photo of his dog in the chat feature could

actually be more helpful in finding out if Animal Control had seen it. Even though email also

exists as a communication method in the app, this feedback seems to indicate that investment

in a chat feature to allow more immediate communication could enhance user sentiment and

experience.

 

Multi-Route Navigation

Both User 1 and User 2 were able to complete the task of reporting a problem to Public Works

via different routes. User 1 did it via "Requests and Payments" and User 2 did it via "Public

Works." This suggests the design of multi-route navigation for this and perhaps other less

clearly categorized tasks is needed in order to make the app's navigation align with the

mental models of a wider section of users.

SUMMARY OF FINDINGS
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"Things To Do" Labeling

In both sessions, the users somewhat questioned whether to look for restaurants under

"Things To Do" in the main navigation. They both recognized it as the most likely category in

the menu through a quick process of elimination, but User 2 chose to take the much less

expected route of searching for restaurants through the map feature first. Only when he could

not make a reservation there because of a malfunction of the prototype did he return home

and successfully complete the task through "Things To Do." The label "Things To Do" seems

to create more hesitation in users than the other navigation labels explored in the tasks, but it

does not cause outright confusion. A possible revision of labeling here might speed up

decision making for users.

 

Integration of Map Feature Across the App

User 2 seemed particularly interested in the map feature. He suggested it would be an

interesting option to be able to choose a location in the map function to initiate a report about

a problem to Public Works. He asked at the end how "Get Around" and the map feature would

differ. Could the map feature be linked/integrated in that category? Could other actions, such

as those under "Requests and Payments" be integrated into the map function based on the

location of city departments, etc. the way User 2 suggested for Public Works requests?

SUMMARY OF FINDINGS
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