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What is Cync?
The Chamber of commerce app will serve to support the goals of the local Chamber of Commerce (Chamber) 

located in rural communities in their efforts to create an environment where local businesses can prosper. We 

believe Cync can bolster this mission through a simple app designed to collect, share, and perpetuate 

information about community happenings. This technology will be a resource for all residents to explore their 

community through a practical app that provides updated and relevant information about upcoming events, 

local community hotspots, local resources, and community involvement opportunities. 

In designing a technology that allows information to be quickly accessed by residents,  Cync  will serve the com-

munity by solving a common problem -access to information. A platform that perpetuates the flow of 

information will increase community involvement, awareness of local resources, encourage local 

participation, and stimulate economic growth. Cync is designed to be a tool managed by the Chamber to 

promote greater community involvement to bolster the Chamber’s economic growth and development goals 

within the community.  

MEET THE TEAM 

Natasha Busie 
JIll of All Trades

UX/UI Designer & 
Developer

Belle Jones
Design Guru

Branding & Design

Kathryn Patterson
Dev Diva

Adv. Dev & UX Website 
Design
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Research Goal 
During the research phase, we hope to collect user feedback on the value Cync provides to the community. By conduct-

ing a thorough analysis the community and Chamber features within the app, we hope to gain valuable insight that will 

help us make improvements to our app .  We will organize our research into three distinct segments Chamber repre-

senatives, business owners, and residents. This will allow us to collect detailed data on the value points for each group. 

Feedback from these groups will then serve as the basis for updates in our design as we refine our app to further Cync’s 

value offering to the Gordon County community. 

As we seek to validate an app of this nature as a competitive product in the marketplace, we are eager to test our ideas 

on a sample audience to inform the next steps of our app development. We hypothesize the value proposition for the 

community, chamber organizations, and surrounding businesses will drive many residents to the app for timely and 

relevant information, thereby causing the business community and the Chamber to combine efforts to encourage their 

networks to use the app. We expect this positive feedback loop to gain momentum as word spreads and users find 

value in the app. 

Methodology
Methodologies for testing will include:

• Pre/post surveys using Typeform.

• Prototype/app-oriented task session.

• Think aloud task session

• Expert interviews

• User interviews

Our population consists of our client - Gordon County Chamber of Commerce, local business owners and residents of 

the Gordon County (the end-user). This unique offering allows for a robust pool of representatives. With three distinct 

populations our detailed personas o page 5 will direct our search for participants in the Spring. 

Team Member Roles 

• Organizer - Natasha Busie

• Interviewer - Natasha Busie & Kathryn Patterson

• Notetaker - Natasha Busie & Belle Jones

• Data Collector - Belle Jones & Kathryn Patterson. 
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SAM CHAPMAN MARKET SIZE

40 %The Small Business Owner 
TYPE

Artisan

Goals

Maintain a modest profit margin in his small business.
Enjoy evenings and weekends with his family of six.
 Find new and unique ways to grow / market his business
3rd-mile Customer Experience every time. 

Quote

“This app is what my business has been missing- a one stop shop to synch up with local
chambers and market to a wider audience. I am excited to grow and market my small
business to different chambers through the Cync app.”

Demographic

Gender years

Marital Status

Background

Sam Champman is a small business owner in Gordon County, located approximately 1 hour
from downtown Atlanta. Sam has opportunities to gain business from interstate travelers and
repeat customers who reside within the county, and less often, customers will drop in from
neighboring counties. 

Being a small business owner, Sam has a responsibility to represent himself well at all times, or
he risks losing repeat customers. Sam inherited his business from his father before him. His
father's business was built solidly on southern hospitality during a time where folks stopped to
have a chat on the front porch before being on their way. The community has had a decade of
rapid expansion, which causes different challenges for Sam than his father had. When looking
for help to solve those problems, Sam discovered his local Chamber of Commerce and found
much support for his businesses and many networking opportunities through involvement in
that organization.  

Sam married his high school sweetheart shortly after graduating from the local community
college with a Business degree. He and his wife have been married for 13 years have four
children, who are active in various extra-curricular activities within the community. 

Skills

Hospitality

0 25 50 75 100

Business

0 25 50 75 100

Customer Experience 

0 25 50 75 100

Motivations

Excellence in businesses (products &
service)
Business + Professional Growth
Networking 
Faith
Family
Friends 

Frustrations

Poor work ethic
dynamic technology software
reliance on technology
rushing through the day
People on their phones in social
settings.

Browsers
Technology

Channels

PROJECT: EMI PERSONA: The Small Business Owner 

SUSAN SMITH MARKET SIZE

20 %The Chamber Member
TYPE

Rational

Goals

Network
Community involvement
 Grow professionally
Bring awareness to the growth opportunities of his community.

Quote

“As a member of a chamber myself, I can utilize Cync as a platform to get more involved in the
local community, while collaborating with other chambers to expand our reach.”

Background

Susan grew up in a rural North Georgia community in a stable and loving traditional nuclear
family. Both of Susan's parents worked outside of the home, and their jobs encouraged them
to be active in the community, which they could do through the Chamber of Commerce.
Serving on various boards and committees representing their employers, Susan's parents
passed down the values of hard work, generosity, and community involvement. As a result,
Susan had the privilege of seeing the economic prosperity for her family and her town that
comes from her parents' living out those values.

After graduating with an MBA from a state university, Susan is now an executive marketing
professional and a chamber member actively working to network, grow professionally, and
make a difference in her community. Susan has been married for 13 years and has an 11-year
old daughter.

Demographic

Female years32

Georgia

Married

Marketing Executive

100k p/y

Motivations

Family. Faith. Parents. Professional
Achievement. Philanthropy. Community
progress. 

Frustrations

Lack of community engagement. Red
tape policies. Political posturing. Social
injustices. 

Skills

Networking

0 25 50 75 100

Technology

0 25 50 75 100

Guitar

0 25 50 75 100

Business

0 25 50 75 100

Technology Browsers

Channels

PROJECT: EMI PERSONA: The Chamber Member
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Opportunities: We are hopeful due to the many 

avenues to source feedback from our target audience. 

With Cync’s value offerings for the three distinct audi-

ences, we hope to leverage the feedback from partic-

ipants to inform a cohesive message and streamlined 

app designed for the holistic experience for the entire 

community. We hope to assess the value of the Events 

and Community Hotspots sections from residents. 

Dining and Go Local will be tested by business owners 

and Chamber reps/members, and feedback from the 

Chamber regarding the Chamber section will be most 

beneficial during testing. 

Challenges: The Cync team realized early on that this 

concept had potential to go astray relatively quickly. 

We must be mindful of scope creep while testing users 

and securing feedback. In addition, we anticipate a 

small measure of disconnection for the team when 

researching the different audiences. One way to 

combat scope creep and disconnection, is for each 

Cync team member to take the lead on a specific 

audience and manage the research schedule and 

deliverables in conjunction with established deadlines. 

In this way, the team member in charge can align with 

the particular audience’s goals, methodologies, and 

deliverables. 

NAME MARKET SIZE

80 %The Resident
TYPE

Idealist

Goals

Know what is happening in her community for family fun

Have a sense of her community atmosphere

Know how she can get involved

Support Local Small Business

Quote

Family in not an important thing. It's everything, so I'm hoping to utilize Cync to find activities
we can all enjoy together. 

Motivations

supporting Small Businesses, Supporting
the Local Community

Frustrations

Feels like she has to take extra time (that
she does not have) to investigate fun
things in the area. Wishes everything she
needs is in one place. 

Demographic

Female years37

Georgia

Married

Stay at Home Mom

n/a

Technology
Browsers

Chrome Safari

Channels

Skills

Organized

0 25 50 75 100

Supportive

0 25 50 75 100

Motivated

0 25 50 75 100

Curious

0 25 50 75 100

PROJECT: EMI PERSONA: The Resident



7

Participants
To identify and recruit our sample population, we will begin by sourcing personnel from the Gordon County Chamber of 

Commerce and lean into their recommendations for finding a sample group of users as detailed in our partnership agree-

ment. Cync will leverage the Gordon County chamber connections to find a sample of our target audiences, who will 

compare to chamber representatives, business owners, and residents of rural counties.  We anticipate meeting locations 

will vary. Tasha will handle all local interviews and testing sessions, which will take place at the Gordon County Chamber 

of Commerce, and the rest of the Cync Team will conduct user testing via zoom due to geographic constraints. Tasha will 

lead the way in sourcing our research participants via her collaboration with the Gordon County Chamber. 

Chamber Reps:  In-depth interviews are to be conducted both via Zoom and in person. This population will begin their 

testing on the Chamber page, then, through a series of task prompts, the interviewer will guide them through other app 

components. This population’s questions and feedback will likely be more comprehensive than a simple yes/no response, 

and post-review will be most beneficial when analyzing feedback. 

Business Owners: A series of two tests, one as a group and another individual zoom think-aloud session, would be 

most impactful to hear the collaborative feedback and individual separately. This will allow us to weigh inconsistencies or 

patterned feedback. This will also help us analyze small business vs. large department-based businesses populations. This 

population will begin their tasks on the ‘Go Local’, and questions will be focused on the business owner value of the app. 

Residents: Zoom meetings for this testing location will suffice and benefit the researchers as the entire team will have 

the option to review the interview to gain the most insight when analyzing the data. Residents will begin their Cync 

experience by choosing which section they want to explore first. This way, we can gauge where users are drawn to first - 

giving insight into the primary value add for residents, who we anticipate to be the most significant user base. After some 

5 minutes of exploring independently, the interviewer will prompt with a series of pre-established task questions. 
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Outline of Team Member Testing Plan 
Using the support tools in this document each Cync team member will generate a plan for her chosen audi-

ence. For consistency across testing, Cync team members will use the following outline to create the testing 

plan specific to her audience.

1. Audience (ex. Chamber Members)

Who, About, Persona

2. Timeline 

Pre-Survey,  Testing Plan finalized, Post Survey, Analyze  Implementation. Testing Location

3. Cync Team member roles 

4. Testing Tools (technology: zoom, computer, smartphone, keynote, Google Slides, etc…)

5. Testing Scripts (customized to audience if necessary)

6. Testing Plan

7. Pre Survey

8. Prototype, App link for smartphone, etc… 

9. Post Survey

10. Team analysis

11. Feedback Implementation

Testing Toolbox
Our Research testing plan for spring 2022 is equipped with many tools to set us up for success. To begin we 

have a detailed outline of the testing plan for each auidence. This will equip our team to quickly and effiiciently 

use the tools provided to make a customized testing plan for each of our distinct auidences and allow for more 

detailed feedback to inform updates for our app.  Next we have a series of pre & post test questions for partic-

ipants. In additoion, we have created a task list for participants to lead the way during testing. To analyze our 

results we have a series of likert, semantic differntial, and interview questions to guage weather or not Cync has 

value in the marketplase as is or needs further iterations to meet that goal. A testing script and a consent form  

can be found at the end of this testing plan. 
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Locations  & Technologies for Testing
Cync UX testing will be conducted via a link to the working App or Prototype of the app through Figma or Adobe 

XD. Our team will research a way to send an active link to each participant’s phone to test directly on their device. 

In the event a participant does not a have an iOS device, we will conduct that testing session via zoom using a 

prototype link. 

Alternatively, Cync may pivot to conducting zoom recordings exclusively to have the option to review the testing 

session while collecting/reviewing feedback. For our different audiences, we anticipate testing each audience 

differently depending on the objectives of the feedback.  For example we may  use our System Usability Scale for 

residents, but not for chamber represenatives or business owners. 

 Task List

1. Add an event to your calendar.

2. Access the Gordon County Chamber website to 

find more information.

3. Map your way to the Rock Garden.

4. Find a place for dinner tonight.

5. Contact the Chamber

6. Learn more about Cync

7. Learn more about Gordon County 

8. Learn more about Local Resources 

9. Find an upcoming event you are interested in. 

Read the details. 

10. Learn more about local organizations you can get 

involved with. 

11. Find your favorite community hotspot.

12. Find your favorite local dining establishment.

13. Map your way to Copper Creek Farm

System Usability Scale 
       1          2                  3        4                5    

  Strongly        Disagree               Neutral    Strongly         Agree

1. I think that I would like to use this app 
       frequently.
2. I found the system unnecessarily complex.
3. I thought the system was easy to use.
4. I think that I would need the support of a 

technical person to be able to use this system.
5. I found the various functions in this system 

were well integrated.
6. I thought there was too much inconsistency 

in this system.
7. I would imagine that most people would 

learn to use this system very quickly.
8. I found the system very awkward to use.
9. I felt very confident using the system.
10. I needed to learn a lot of things before I could 

get going with this system.

                                            credits - John Brooke
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Pre Task Questions

1. How would you identify yourself in the local 

community? (Chamber Member, Business 

Owner, Community Member)

2. Are you familiar with the Gordon County 

Chamber of Commerce? 

3. What do you wish was more accessible 

knowledge in your area?

4. What area of your community are you most 

interested in? (Restaurants, Local Attractions, 

Events, Other)

5. Are you an Apple or Android product user?

Post Task Questions

1. Did you find it challenging to learn and map 

your way to Events and/or Community 

Hotspots?

2. What did you learn about The Gordon County 

Chamber of Commerce?

3. What did you learn about local resources?

4. How valuable is it to you to be able to add 

events directly to your calendar?

5. What was your favorite feature/category in 

Cync?

6. In your opinion, what do you think can be 
improved upon in the Cync App?

Symantic Differential Scale Survey 1

1. Overall navigation through this app was
2. Oveall finding dining options through this app

was
3. Overall mapping to locations through this app

was
4. Overall adding an event to my iOS calendar was
5. Overall sourcing information about the Gordon

County was
6. Overall search was
7. Overall fininding information was

Very Easy   O   O   O   O   O   O   O    Very Difficult

Symantic Differential Scale Survey 2

1. This app was informative about the community
2. This app was informative about the chamber of

commerce
3. This app was helpful for me to get more

involved
within the community.

4. This app will add value for my community
5. This app will be a good resource for residents
6. This app will help businesses
7. This app will support Gordon County Chamber

goals

  Likely   O   O   O   O   O   O   O    Unlikely
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Analytics
In an effort to combat the Hawthrone effect, we will host tests in a variety of settings.  In-person tests, Zoom tests, 

and a series of pre/post tests to analyze results will give participants the space to answer questions without the 

pressure of being monitored the entire time. In addition, we will communicate (in the script) the likelihood that 

users will find mistakes and encourage honesty as users work through the tasks assigned during the test. 

Which metric(s) will be used to analyze tasks?
Task Success - If 8/10 users successfully complete a task, the task success rate is: 8/10 = 0.8 x 100 = 80%

Time on Task - calculate the average time per task

Efficiency - calculate how quickly a second return to a the same page, but different [event, hotpot, dining, etc.]  

takes. 

Learnability - calculate how quickly (time on task) the participant can get to a similar task/page view a third time 

and/or navigate to a different page. 

Which metric(s) will be used to analyze surveys?

A combination of Likert and Semantic Differential questions will be used to analyze surveys. We  will source 

questions that relate to the target audience each of us is responsible for to create a more strategic survey for each 

auidence. 

Other data visualizations 
Cync will use a combination of pie charts/bar 

graphs will be made to communicate the

following: 

• Category adoption + User value (segmented by

audience/value point)

• Event success rate ( as indicated by the number

of users who ‘added to their calendar’, ‘mapped

to a location.’, or ‘left a rating’).

• Number of Chamber inquires ( get involved,

contact us, or about the chamber visits).

• Amount of visits to the ‘Go Local’ Page.

Characterizing & Communicating Results 
With our target audience niched to ‘Chamber 

organizations in rural communities, we are 

confident our results will positively represent 

the population. The Cync team plans to commu-

nicate the user test results by building a foun-

dation from the data collected and compiling 

those learnings into a series of charts/graphs and 

app-specific visuals to communicate best the 

findings of our Research phase. 
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Which metric(s) will be used to analyze Exper Reviews?
We will review expert insights with pre-established goals from the research, design, and product development teams to 

assess alignment and consider feedback along with user testing data for next stage updates and iterations. 

Which metric(s) will be used to analyze the SUS or Product Reaction Cards? 
We will calculate the average score of the System Usability Test created by John Brooke and scored according to the 

process set forth by Digital Equipment Corporation. The average score will help us analyze the usability and 

usefulness of the app with our target population.   

 Score < 50 = Fail

 Score > 70 = Users really like the product

How will you categorize major and minor issues? 
Severity rankings of these metrics will be further analyzed and categorized by Cync post-research phase. Results will be 

ranked within the following categories: 

• Low - minor annoyance. No impact on Task Success

• Medium - results in task difficulty, but not task failure. Impact efficiency + user experience.

• High - results in task failure

• Catastrophic - reconsider the entire task/project

          system scale inspired by Leah Moss

Summary
The Cync user testing phase of our app development will be most helpful to assess the practicality, marketplace value, 

and usefulness of our design. A strategy that customizes our UX testing tools  to our three distinct audiences seems the 

most logical approach to testing. With three audiences and three team members, each cync team member will lead 

the testing plan for their chosen audience while the remaining team members play support roles. Drawing from the 

strategy within this document, each team member is equipped to generate a semi-customized testing plan for each 

audience. Not only will we gain valuable insights about our app, but the Cync team will also have the opportunity to 

experience the process of leading the testing plan and fulfilling support roles. 
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--- BEGIN SCRIPT ---

Modified from Rocket Surgery Made Easy © 2010 Steve Krug

DEFINE ROLES

Participant
• Follows the prompts outlined in the usability protocol
• Provides a narrative of their user experience as they move through the app
• Provides honest feedback of the usability of the site
Interviewer
• Impartially reads and follows the usability protocol
• Gets participant consent and encourages honest feedback

Data Logger
• Measures and records time on task and binary metrics.
• Records participant feedback.

Observer(s)
• Silent observation
• Takes notes on participant feedback
• Offers suggestions at the end of the protocol

Web browser should be open to Google or some other “neutral” page.

Hi ______. My name is ___________, and I’m going to be walking you through this session today.

Before we begin, I have some information for you, and I’m going to read it to make sure that I cover everything.

You probably already have a good idea of why we asked you here, but let me go over it again briefly. We’re asking people 

to try using an app that we’re working on to see whether it works as intended. The session should take about thirty 

minutes. I appreciate you taking the time to help me out today. 

I want to make clear right away that we’re testing the site, not you. You can’t do anything wrong here. In fact, this is 

probably the one place today where you don’t have to worry about making mistakes.
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As you use the app, I’m going to ask you as much as possible to try to think out loud: to say what you’re looking at, 

what you’re trying to do, and what you’re thinking. This will be a big help to us.

Also, please don’t worry that you’re going to hurt our feelings. We’re doing this to improve the site, so we need to hear 

your honest reactions.

If you have any questions as we go along, just ask them. I may not be able to answer them right away, since we’re inter-

ested in how people do when they don’t have someone sitting next to them to help. But if you still have any questions 

when we’re done I’ll try to answer them then. And if you need to take a break at any point, just let me know.

We’re going to record what happens on the screen and our conversation. The recording will only be used to help us 

figure out how to improve the site, and it won’t be seen by anyone except the people working on this project and our 

instructors. And it helps me, because I don’t have to take as many notes.

If you have not already done so, I’m going to ask you to sign a consent form for us. It just says that we have your per-

mission to record you, and that the recording will only be seen by the people working on the project and our instructors.

 

Give them a recording permission form and a pen. While they sign it, START the SCREEN RECORDER

Do you have any questions so far?

OK. Before we look at the site, I’d like to ask you just a few quick questions.

• What’s your occupation? What do you do all day?

• Now, roughly how many hours a week altogether?

• Just a ballpark estimate what would you say you spend using the Internet, including browsing and 

email, at work and at home?

• What is the split between email and browsing—a rough percentage?

• What kinds of sites are you looking at when you browse the Web?

• Do you have any favorite Web sites?

First, I’m going to ask you to look at this app and tell me what you make of it: what strikes you about it, whose site you 

think it is, what you can do here, and what it’s for. Just look around and do a little narrative.

You can scroll if you want to, but don’t click on anything yet.
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Allow this to continue 1-2 minutes, at most.

Thanks. Now I’m going to ask you to try doing some specific tasks. I’m going to read each one out loud. 

And again, as much as possible, it will help us if you can try to think out loud as you go along [think aloud 

protocol if applicable]. 

TABLE OF TASKS 
• Leave a review of your favorite restaurant.

• Add an event to your calendar.

• Access the Gordon County Chamber website to find more information.

• Map your way to the Rock Garden.

• Find a place for dinner tonight.

• Contact the Chamber

• Learn more about Cync

• Learn more about Gordon County 

• Learn more about Local Resources 

• Find an upcoming event you are interested in. Read the details. 

• Learn more about local organizations you can get involved with. 

• Find your favorite community hotspot.

• Find your favorite local dining establishment.

• Map your way to Copper Creek Farm

Thanks, that was very helpful.

Do you have any questions for me, now that we’re done?

Wonderful!  I have one last favor to ask of you. I’m going to send you a link to the post-test survey. Please fill 

out this within 24 hours while this app is still fresh in your mind. And that’s it!  Thank you for your time. 

--- END SCRIPT ---
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----- START CONSENT FORM -----

Purpose 
The researcher (CYNC LEAD NAME HERE) is conducting a usability study to evaluate the Cync App design. The results will 
be used to help improve the app design. This test is being performed as part of a sequence of capstone classes, spe-
cifically Capstone 8016 in the Emerging Media Masters Program with the University of Georgia. The study will take 

approximately thirty minutes.

Procedures

As a subject, you will be asked to:

• Fill out a five-question pre-test survey.

• Complete a series of tasks on the site while being observed and recorded. 

• Complete five questions post-test survey.

• Contact your Cync contact if you have any helpful feedback after the testing is complete. 

• 

Confidentiality and voluntary participation
Participation in this usability study is voluntary. The descriptions and findings will be used to compile a report about the 
site’s effectiveness. However, at no time will your full name be used. With your permission, I would like to take photos, vid-
eos, and notes to share with faculty members at the University of Georgia’s New Media Institute, as well as other Emerg-
ing Media Masters students in my group.

You are at liberty to withdraw your consent to the experiment and discontinue participation at any time. If you have any 
questions, please contact [INSERT CYNC TEAM MEMBER LEAD HERE]. You can also reach out to my instructor, Leah Moss, 
at leahmoss@uga.edu.

By signing below, you are indicating you understand the information on this form

Participant Signature:     

Date:

------ END CONSENT FORM -----


