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Executive Summary 
 

Overview of PetPortal 
 
PetPortal is a mobile application that allows pet-owners to 
keep up with important information and reminders about 
their pets’ upkeep. Utilizing a downloadable Apple Wallet 
pass, dubbed the PetPass, PetPortal allows users to easily 
share relevant details with others via smartphone.  
 
 
The idea of keeping pet medical records, habits and 
lifestyle on a digital platform is not new. Having all of those 
features in addition to being able to have shareable 
personalized profiles for each animal is what makes 
PetPortal a new and viable digital product. Our application 
aims to ease the burden on pet-owners by offering 
resources that track and display all their pets' medications, 
veterinary reminders, and any other daily updates. 
Oftentimes, pet care isn’t a solo undertaking, which is why 
PetPortal utilizes features that connect everyone caring for 
your animals.   
 
 
PetPortal Team Members: Nicole Jordan, Thomas 
Touchstone, and Zach Maslia 
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Research Goal 
 
PetPortal addresses several key functions that pet owners 
are currently missing in the digital pet maintenance market, 
as well as some that exist, but could be improved upon.  
 
The User Experience Research Plan is set in place to test 
the overall usability of the PetPortal application. Central 
functions to the application such as inputting personalized 
pet data, retrieving said information, and properly utilizing 
the PetPass feature are among the tasks participants will 
be asked to perform, in addition to other research 
procedures. With these overarching research goals in 
mind, we hypothesize that: 
 
• Users will intuitively be able to use the PetPortal 

application with minimal instruction from the research 
team 

• Users will appreciate and recognize the novelty of 
PetPortal, specifically the PetPass Apple Wallet feature 

• Users will find feasibility and practicality within 
PetPortal, as pet-owners themselves  
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Methodology 
 

Roles 
 
 
  

Thomas 
Touchstone: 
Interviewer 

Nicole Jordan: 
Notetaker 

Zach Maslia: 
Data Collector 

• Establish consent 
from testing 
subject, and 
encourage honest 
feedback  

• Establish usability 
protocols such as 
asking the 
participant to think 
out loud and ask 
any questions that 
come to mind 

• Silently observe 
participant’s 
answers, taking 
note of feedback 

• Offer suggestions 
following usability 
protocol 

• Control recording 
devices within the 
room after 
receiving consent 

• Measure and 
record key metrics 
such as time on 
task and task 
completion rates 

• Record participant 
feedback  
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Sampling – Population 
 
While the total population of pet owners is a rather broad 
and abundant target market, our research sample will be a 
snapshot of those that the PetPortal team finds the most 
accessible and representative of the overall population. 
Presently, 67% of Americans own at least one pet, and 
according to a report from Research & Markets, those in 
the 18-34 year-old age range have the highest likelihood of 
pet ownership. It is also worth noting that in the past 
decade, the likelihood of adults over the age of 70 owning 
a pet has increased 6% (Research & Markets, 2017).  
 
Being located in the college town of Athens, GA, 
surrounded by a core population of students and young 
professionals, we predict finding the most success in 
targeting and sourcing participants in that 18-34 years-old 
age range. In addition to sourcing participants based on 
age, we are also aiming to include participants that are not 
as technologically savvy, as well as those that are, in order 
to capture a more accurate sense of usability across 
technical literacies.  
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Sampling – Frame & Method 
 
The clear and obvious sample of participants that PetPortal 
is seeking out is that of pet owners. To source these 
participants, we are using local community forums. 
Facebook groups, such as “Athens Dog Parents” and 
“Crazy Cat Lovers of Athens, GA” are great resources that 
will be utilized in order to recruit actual pet owners that are 
within close proximity of our team. Between these two 
groups, there is a total of over 4,000 members, of which 
we will select 8-12.  

 
Because we are sourcing local research participants, and 
want to be able to observe our participants using the 
PetPortal application on a mobile device, our research will 
be done in-person. This not only allows us to more 
accurately observe quantifiable metrics such as time on 
task, but also allows us to fully gauge the participants’ body 
language.  
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Sampling – Opportunities & Challenges 
 
Because pet ownership accounts for such a large 
population of Americans, and the largest age group of 
those pet owners is 18-34 years-old, we predict that finding 
a sample of willing participants will not pose a large 
difficulty. We also view our application as one that 
maintains a high level of digital intuitiveness, and don’t 
foresee issues arising when it comes to navigating the 
application.  
 
However, one issue that we foresee occurring is a sample 
of participants that, demographically, are too homogenous. 
While we aim to recruit younger participants, it might be 
challenging to recruit users with an array of technology 
levels.   
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Testing Instruments 
Consent Form  

Purpose  
The researcher, Thomas Touchstone, is conducting a usability study to evaluate 
the design of PetPortal. The results will be used to help improve the site design. 
This test is being performed as part of a sequence of capstone classes in the 
Emerging Media Masters Program. The study will take approximately 3o minutes.. 
 
Procedures 
As a subject you will be asked to: 
 

1. Fill out a pre-test survey. 
2. Complete a series of tasks on the app while being observed and recorded.  
3. Complete post-test survey. 

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, 
videos, and notes to share with faculty members at the University of Georgia’s 
New Media Institute; as well as other Emerging 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: Thomas 
Touchstone (678-673-1261) or twt45356@uga.edu. 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: 
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Script 
 

Phone should be stagnant on the iPhone home screen with all apps closed 
and not running. The phone should also be on “Do not Disturb.” 

Hi ______. My name is Thomas, 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 so we can see whether it works as intended. The session 
should take about 30 minutes to an hour. 

The first thing I want to make clear right away is that we’re testing the app, 
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. 

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 app, 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 interested 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. 

You may have noticed the microphone. 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 app, 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 would, I’m going to ask you to sign a consent form for us. It just says 
that we have your permission to record you, and that the recording will only 
be seen by the people working on the project and our instructors. 
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Give them a recording permission form and a pen 

While they sign it, START recording the session with both audio AND video. 

Do you have any questions so far? 

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

First, what’s your occupation? What do you do all day? 

Now, roughly how many hours a week altogether—just a ballpark estimate— 
would you say you spend using the Internet, including browsing and email, 
at work and at home? 

And what’s the split between email and browsing—a rough percentage? 

What kinds of apps do you use the most? 

Do you have any favorite apps or websites? 

OK, great. We’re done with the questions, and we can start looking at 
things. 

 First things first, I’d like you to fill out this pre-test survey.  

 

Send/hand pre-test survey to participant. Do not look over their shoulder 
while they fill it out. 

 

 Thank you! Now I’m going to ask you to look at PetPortal. 
 

Thomas will start screen recording on the phone, click on the PetPortal 
app, and hand the phone off to the participant. 

First, I’m going to ask you to look at this page and tell me what you make of 
it: what strikes you about it, whose app you think it is, what you can do here, 
and what it’s for. Just look around and do a little narrative. 
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You can scroll if you want to, but don’t click on anything yet. 

  

Encourage participant to spend about 1 minute on the opening page but 
allow for more time if they would like.  

Thanks. Now I’m going to ask you to try doing some specific tasks. 
Following each task, please return to the main page. 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 using the think aloud protocol. 

 
 

Read each task to the participant. They should keep working until they 
complete the task or until they stop making progress towards the task. DO 
NOT TELL USERS THEY ARE BEING TIMED. 

Repeat for all tasks.  

 

Task Table 
 

Tasks Success/Fail Notes: 
Fail=over 1 
min on task  

1) You just got a new cat and want to create a profile for 
it in the PetPortal app. Find the page to start creating a 
new pet profile. (stop timer upon finding the page and 
have them fill in data for later) 

  

2) You have a vet appointment coming up next Monday. 
Create a new reminder for that appointment. 

  

3) Your vet just called and cancelled the Monday 
appointment. Go back to the reminder that you just 
created and delete it.  
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4) You need to call your vet to ask a question about 
medications. Within the app, find your vet’s phone 
number. 

  

5) Now that you have created a pet profile, find the tool 
within the app that allows you to create a corresponding 
PetPass. 

  

6) You are going out of town and would like to share the 
PetPass that you previously created with your pet-sitter. 
Navigate to the Apple Wallet on your phone and share 
the PetPass with Thomas Touchstone. 

  

7) Your cat has been putting on weight recently, so your 
vet recommended a different food to give to your cat. 
Update its food information to reflect “Purina Plus.” 

  

8) Your foster pet just found its forever home. Delete the 
cat’s profile that you created earlier. 

  

 

After all tasks have been tried, stop screen sharing and recording the 
session. 

 

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.  
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Pre-Test Survey 
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Post-Test Survey 
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System Usability Scale (SUS) 
 

1. I think that I would like to use this 
app frequently. 
 

2. I found the app unnecessarily 
complex. 
 

3. I thought the app was easy to use.  
 

4. I think that I would need the 
support of a technical person to be 
able to use this app. 

 
5. I found the various functions in this 

app were well integrated. 
 

6. I thought there was too much 
inconsistency in this app. 

 
7. I would imagine that most people 

would learn to use this app very 
quickly. 

 
8. I found the app very awkward to 

use. 
 

9. I felt very confident using the app. 
 

10.I needed to learn a lot of things 
before I could get going with this app. 
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Analysis 

Task Analysis 
To analyze tasks, we will use task success and time on task. Task 
success simply measures if a user has completed a task. To find 
task success rate, simply divide the number of successes by the 
total number of times the task was completed. Each task will be 
represented with a pie chart. Time on task is measured by 
keeping track of the total time that it takes for the participant to 
complete a task. We will then use the geometric mean of every 
task time to illustrate the data most effectively. EXCLUDE 
OUTLIERS and subtract a rough number of seconds from each 
time to account for the think aloud protocol.  

measuringu.com/calculators/time_intervals 

 

Survey Analysis 
For the pre-test survey, we will primarily analyze the participants 
on a qualitative level. The pre-test survey is also important to 
gauge the potential practicality of the app for each respective 
person. The post-test survey will be used to gauge the 
participants’ overall feelings towards PetPortal on a more general 
level.  

 

System Usability Scale (SUS) Analysis 
In order to analyze the system usability scales that our 
participants filled out, we will use the method of interpretation laid 
out by the creator of the scale, John Brooke. According to 
Brooke, after the users have answered the 10 questions, the 
researcher will take each odd-numbered question and subtract 1 
from their responses for each one. The researcher will then take 
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all of the even-numbered questions and subtract their response 
from 5. Lastly, these new values will be added together and 
multiplied by 2.5. SUS scores are out of 100.  
Interpretations: 
< 50: F, major usability issues 
68: Average score 
50-70: Not too bad, but improvement is necessary 
> 70: A, people probably like the product 
 

Categorizing Major and Minor Issues 
Major issues are those that affect multiple participants, not just 
one. Minor issues affect one or just a few participants. Major 
issues are those that persist or are difficult for the participant to 
overcome. If a similar issue is shown across multiple participants 
that they cannot overcome, that is a major issue. Also, we will say 
that if over 20% of participants cannot complete a given task, that 
is a major issue.  

Communicating Results 
Each task will be summarized using the adjusted wald, because 
our sample size will be well below 150. We will be summarizing 
our data using a 95% confidence interval. A 95% confidence 
interval allows us to be 95% confident that the true success rate 
of the entire population lies in the range given to us by the 
confidence interval.  
 

 

  



PetPortal: UX-RP    

Nicole Jordan, Thomas Touchstone, Zach Maslia     JRMC 8016: Residential  

24 

Summary 
The User Experience Research Plan is set in place in order to 
ensure our predefined goals and metrics are validated with each 
step in the process. The overarching goal of the PetPortal mobile 
application is to alleviate some of the stress and responsibility 
associated with pet care. By prescribing formulated tasks, 
surveys, and other testing methods, we anticipate our ability to 
gain meaningful results from our participants. By testing how well 
users interact with key functions of the application, it is our hope 
that users find the application practical, usable, and functionable 
to best meet their needs.  
 

 

 


