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Executive Summary
Designated Dawgs is a student-run 501(c)3 non-profit organization that provides
Athens students and individuals with free, safe, non-judgemental rides home. The
mission of Designated Dawgs is to make the University of Georgia and Athens
community a safer place by being an aid to UGA and Athens-Clarke County Police
Departments by preventing walking home, driving under the influence, and
preventing crime overall. Over the past twenty years, Designated Dawgs has
provided over 90,000 rides home!

The goal of this project is to change UGA students’ perception of Designated Dawgs
and their service by modernizing their brand and adapting it to the needs and tastes
of users or the service and volunteers alike. Our team has worked on refreshing their
branding, developing a new website, building a brand tutorial video, and improving
their overall customer experience from both the passenger and driver side.

The Designated Dawgs website for desktop and mobile seeks to provide an
optimized user experience for both riders and volunteers interacting with
Designated Dawgs. Through our research, we hope to find areas that can be
improved within the website to provide this optimized experience. Given that our
team has two key audiences, we have one main goal for each audience.

For our riders, our user testing research goal will be focused on learning how to
optimize a user’s ability to understand the operations of Designated Dawgs, how to
download the Transloc App, and understand how to use the app to order a ride the
next time they are downtown.

For our volunteers, our user testing research goal will be focused on learning how to
optimize the user’s ability to sign up to become a volunteer and be able to feel
confident when volunteering by understanding where to find protocols on the
website.

Through these goals, we will strive overall to see how our team can leverage UI
components to ensure the most seamless experience possible for our users.
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Based on our research goals, we hypothesize the following:
● We predict that users will learn how to download the Transloc App.
● We predict that users will feel confident in their ability to use the Transloc app

before the next time they go downtown.
● We predict that users will learn how to sign up to be a volunteer with

Designated Dawgs.
● We predict that users will learn how to be a successful volunteer with

Designated Dawgs.
● We predict that users will be able to navigate through the website to find the

answers to questions related to the Designated Dawgs brand.

We based our hypotheses on focusing on the two types of audiences that
Designated Dawgs serves, volunteers and riders, as well as our goal to build overall
brand awareness. These hypotheses represent the key goals of our product as
outlined by our client.

Based on the findings of these hypotheses, we make relevant changes or
improvements to experiences for all types of users. These changes could include
updates to UI components, organization information, website look and feel,
accessibility concerns, and more.

By conducting these tests, we will be able to ensure our client that we have
provided the users of their product with the most optimized user experience. This
will not only support the mission of Designated Dawgs, but also ensure positive
brand sentiment going forward from users and build a positive campus reputation.
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Methodology
Roles
Interviewer - Rachel Ziner
The interviewer will lead each participant through the user testing session. Rachel
will read from the script and guide each test subject through the user testing plan.

Notetaker/Data Collector - Ana Chirinos
The notetaker/data collector will be in charge of recording and managing the data
collection from all user testing sessions. Ana will also be tasked with taking notes
during all user testing sessions.

Observer/Photographer - Stephanie Lopez
The observer/photographer will be responsible for monitoring user progress
throughout testing and visually documenting steps users take to complete tasks for
the team to reference in analysis. Stephanie will serve as support for the interviewer
and the notetaker.

Sampling
Population
Our target audience is University of Georgia students. They are the only consumers
eligible for using the Designated Dawgs services and for volunteering with
Designated Dawgs and must verify their connection to the university when signing
up. These students share the following information:

Age: 18-24
Gender: 57.7 % female and 42.3% male
Education: 18% graduate students, 82% undergraduate
Race: 68.6% white, 10.6% asian, 7.5% black, 6.4% hispanic, 4.1% multi ethnic
Location: All are located in Athens, Georgia, living both on and off campus
Wants: A way to get home safely from a night downtown that won’t break the bank
and will keep them safe
Needs: To get home safely and unharmed so that they may continue their education
at UGA
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Motivations
The ideal user of the Designated Dawgs services:

● is interested in what the Athens nightlife has to offer
● wants to be able to enjoy a night out without having to worry about how they

will get home
● takes advantage of studying on campus late at night

User Personas
Alexa Tan is a 21-year-old senior at UGA who lives off campus. She has been
volunteering with Designated Dawgs for two years. She believes that everyone
should feel safe and comfortable when going home using a rideshare app. For
Alexa, comfort is a priority. Her goal is to provide safe rides home to students which
is why she joined Designated Dawgs. For this to happen, the Designated Dawgs
team needs a reliable app that will be easy for students to use.

Jenna Brinks is an 18-year-old freshman at UGA living on campus. She says
that if she could go out every night of the week, she would. Unfortunately, Ubers and
Lyfts are too risky and expensive after 1 a.m., so she can’t do that. When she goes out
on Thursdays and Fridays, she plans to have a ride secured so there’s nothing to
worry about. She’s always hoping to have a good time while going out with friends.
For this to happen, she needs to secure a safe and affordable ride home.

Sampling Frame and Method
Identification
Based on our user personas, we will identify students in the Athens community who
are part of our target audience. We will also be identifying parents of UGA students.
We plan to sample 10 to 12 people. These participants will vary in age, race,
proficiency in technology, knowledge of Athens, and affiliation with UGA.

Recruitment
Our testing population has two key groups: Volunteer and Rider. We will test the two
groups of participants separately in order to ensure we receive accurate data from
each audience. We will take the following measures to recruit the audiences:
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Riders: Our team will recruit UGA students who have never previously used the
Designated Dawgs service. These riders will be people who frequent downtown and
are in search of safe rides home. To recruit these riders, we will reach out to student
organizations to find 5 users who are interested in testing the product.

Volunteers: Working with our client, we will find both current and potential
volunteers to test the website. Our client will share messages through their
organization communication to find 5 participants who are willing to test the product.

Given that we have two large target audiences, we face limitations in our ability to
test all members of the group. Our team will prioritize selecting a representative
sample and be intentional with our choices in participants.

Testing Logistics
User testing participants will meet with our team via Zoom. We will include a Zoom
link when we contact the participants with the email explaining the testing process.
During the zoom call, we will ensure the user’s agreement to have the call recorded.
Tests are anticipated to take between 20 to 30 minutes, depending on the user, with
no breaks allowed or unanticipated interruptions. After each user test, our team will
internally regroup and understand what parts of the testing logistics were successful
and where, if any, there is room for internal improvement.
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Testing Instruments
Consent Form
Purpose
The researchers, Ana Chirinos, Stephanie Lopez, and Rachel Ziner, are conducting a
usability study to evaluate the design of the Designated Dawgs website. The results
will be used to help improve the website 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 one hour.

Procedures
As a subject, you will be asked to:

1. Fill out a pre-test survey.
2. Complete a series of tasks on the website while being observed and
recorded.
3. Complete a 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 app’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. You are at liberty to withdraw your consent to the experiment and
discontinue participation at any time. If you have any questions please contact Ana
Chirinos (anachirinos@uga.edu), Stephanie Lopez (stephanie.lopez@uga.edu), or
Rachel Ziner (rmz02465@uga.edu).

You can also reach out to our 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
Hi, ___________. My name is Rachel Ziner, 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
visit the Designated Dawgs website to see whether it works as intended. The session
should take about 20 minutes. 

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

With your permission, I’m going to record what happens on the screen and our
conversation. The recording will only be used to help me figure out how to improve
the website, and it won’t be seen by anyone except me.

Any questions so far? 

[Start Recording]

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

[Pre-Test Questions]

OK, great. Let’s start looking at things. First, I’m going to ask you to navigate to
www.UGADesignatedDawgs.com and share your screen with me.

Now, before you start doing anything, just look at the homepage and tell me what
you make of it: what strikes you about it, what you think you can do with it, and what
it’s for. Just look around and do a little narrative. You can scroll if you want, but
please don’t “click” (or tap) on anything yet.
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Make notes here about
their initial
observations:

And again, as much as possible, it will help us if you can try to think out loud as you
go along. I’m going to ask you to accomplish a series of tasks to the best of your
abilities. Once you’ve completed a task, you can go back to the homepage. There is
one caveat to these tasks: Please avoid using the Search bar or a shortcut (like
Command F) to find text. Not using the search or shortcuts will provide us with
better-quality data. Ready to get started?

[Researcher: Mark Task Success or Task Failure. Be aware that there are likely
several ways to successfully find this information on the Designated Dawgs
website– one successful path has been included below. Record Observations]

Now I’m going to ask you to hold any thoughts or feedback you have until the end.
I’m going to record your time for these next tasks. Remember, I’m testing the
product, not you. Again, please do not use the search bar or a shortcut (like
Command F) to find the answer.

[Start Timer After Reading Each Task. Observations can either be on what you
view them doing, and/or on their feedback at the end of this section.]

[Post-Test Questions]

Great! We’re going to end the session with a System Usability Scale. Your honest
answers to these 10 quick questions will help me better understand the usability of
the Designated Dawgs website.

[Open your copy of the System Usability Scale. If using Zoom, share the screen. If
face-to-face, share the next sheet of paper. Instruct/or mark the box that
corresponds to your participant’s answer]

[Upon completion, ask your test subject if there is anything else they’d like to
add or thoughts that they’d like to share.]

Make notes here about
their concluding
thoughts or statements
from your test subject.

[Thank the participant and end the session]
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Pre-Test Questions
1. What’s your age?

2. How are you affiliated with UGA?
- Student
- Faculty/Staff
- Parent of Student
- Other

3. Would you be a rider or volunteer of Designated Dawgs?

4. How much time do you spend online each day?
- 1-2 hours
- 3-4 hours
- 5-6 hours
- 7+ hours

5. Do you visit sites more on a laptop, desktop, tablet, or phone?
- Laptop
- Desktop
- Tablet
- Phone
- Other

6. What, if anything, do you already know about Designated Dawgs?

Strongly
Disagree Disagree Neutral Agree Strongly

Agree

7. I am familiar with the
organization
Designated Dawgs
and what they do..

8. I have experience with
using Rideshare apps
in Athens.

9. I am looking for new
methods of rideshare
to use in the future.
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10. How likely are you to use a rideshare app to find a ride home?

1 2 3 4 5

Unlikely Likely

11. Before I go out for the night, I find a ride home.

1 2 3 4 5

Never Always

12. The people of Athens, GA are...

1 2 3 4 5

Hostile Friendly
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Rider Tasks
Think Out Loud Task Table
Task Scenario  Success or Failure? Observations

Task 1 • You’re interested in
ordering a ride with
Designated Dawgs. What is
the app that Designated
Dawgs’ uses?

*Success: Home > What is the
Transloc App?

Success / Failure

Task 2 • You’re out with
your friends but don’t have
the app downloaded but
still want to try and see if
you can get a ride from
Designated Dawgs. Where
is Designated Dawgs
located downtown?

*Success: Home > Hours of
Operation > Wells Fargo on
College Ave

Success / Failure

Task 3 • You are downtown
and want Designated
Dawgs to come pick you
up at your location. How
do you navigate to a
specific address?

*Success:  Home > Order a
Ride > FAQ > “How to
Navigate to a Specific
Address”

Success / Failure

Task 4 • As a potential rider,
you want to ensure that
Designated Dawgs is a
reputable brand. How
many rides home has
Designated Dawgs
provided over their tenure?

*Success: Home > About us >
Our Missions > 91,000 Rides
Home

*Success: Home > Scroll
down > 91,00 Rides Home

Success / Failure

Task 5 • You downloaded
the Transloc app and are
creating an account. What
email address are you
supposed to use when
creating an account?

*Success: Home > Order a
Ride > Download the Transloc
App > Yes, it is on the Google
Play Store

Success / Failure
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Rider Time on Task Table

Task Scenario  Task Time Observations

Task 6 • It’s the Friday
before a home football
game and you need a ride
home. Does Designated
Dawgs run the Friday
before home football
games?

Task 7 • You want to follow
Designated Dawgs on
social media to stay up to
date. Find their social
media channels.

Task 8 • You downloaded
the app but are still a little
confused on how to order
a ride. Find the video
tutorial.

Task 9 • You accidentally
ordered a ride and need to
cancel it. Find how to
cancel a ride.

Task 10 • You use an
Android instead of an
iPhone. Find out if the
Transloc App can be
downloaded on Android.

Designated Dawgs | Ana Chirinos, Stephanie Lopez, Rachel Ziner | JRMC 7013



15

Volunteer Tasks
Think Out Loud Task Table

Task Scenario  Success or Failure? Observations

Task 1 • You are currently
in an organization and are
looking for volunteer
opportunities. What
volunteer positions are
available when
volunteering for
Designated Dawgs?

*Success: Get Involved > FAQs
> What volunteer positions
are available?

Success / Failure

Task 2 • You have some
questions about
volunteering and want to
talk directly to an exec
member. Who is
Designated Dawgs’ Chief
Executive Director?

*Success: About Us >
Executive Board > Taylor
Talley

Success / Failure

Task 3 • You’re
volunteering for
Designated Dawgs but
your car is running out of
gas. What are the
recommended gas
stations?

*Success: Get Involved >
Volunteer Handbook > page
10

Success / Failure

Task 4 • You’re interested in
volunteering with
Designated Dawgs but
aren’t sure since you don’t
want to drive your own car.
Do volunteers have to
provide their own car?

*Success: Get Involved > Why
Volunteer

*Success: Get Involved > FAQ
> Do Volunteers use their own
cars? > We use Rental Cars

Success / Failure
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Volunteer Time on Task Table

Task Scenario  Task Time Observations

Task 5 • You want to follow
Designated Dawgs on
social media to stay up to
date. Find their social
media channels.

Task 6 • You’re worried one
of your riders has alcohol
poisoning. Find out what
you would do in this
situation.

Task 7 • You’re interested in
volunteering with
Designated Dawgs. Sign up
to volunteer.

Task 8 • You were tasked to
be a navigator as a
volunteer. Find out what
you will be doing as a
tabler.

Task 9 • You’re a member
of Talking Dog Agency and
would like to sponsor a
night with Designated
Dawgs. Find out whether
group volunteering is an
option.
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Post-Test Questions
1. What did you think about the Designated Dawgs website?

2. Were there any features that were confusing or difficult to use?

3. Are there any features that you think would make a helpful addition to the
Designated Dawgs website?

4. Is there anything else you’d like us to know about your experience with the
website? Something we didn’t cover?

5. What are your thoughts on having a PDF volunteer handbook embedded in
the site?

6. What are your thoughts on the Transloc app video tutorial as it relates to
understanding the function of Designated Dawgs?

7. What, if any, hesitations do you have associated with using Designated Dawgs
after testing their website? (Volunteer or Rider)

Strongly
Disagree Disagree Neutral Agree Strongly

Agree

8. Overall, I found the
website useful.

9. The information
provided on the
website was easy to
read and informative.

10. The look and feel of
the website felt
cohesive and aligned
with the Designated
Dawgs brand.
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11. The design of the website was...

1 2 3 4 5

Disorganized Organized

12. How likely are you to use the Designated Dawgs service after reviewing the
website?

1 2 3 4 5

Unlikely Likely

13. Including FAQs on each page was...

1 2 3 4 5

Ineffective Effective
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System Usability Scale

Strongly
Disagree Disagree Neutral Agree Strongly

Agree

I think that I would like to use this
product frequently.

I found the product unnecessarily
complex.

I thought the product was easy to
use.

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

I found the various functions in this
product were well integrated.

I thought there was too much
inconsistency in this product.

I would imagine that most people
would learn to use this product
very quickly.

I found the product very awkward
to use.

I felt very confident using the
product.

I needed to learn a lot of things
before I could get going with this
product.
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Analysis
Time on Task
We will measure the time it takes each user to complete a task and find the
geometric mean of those tasks. Based on the data, we will determine if there are any
outliers and find a potential cause for the outliers. Taking both the geometric mean
and reasoning for outliers into consideration, we will review each task to see where
lengthy times exist and find where the website could be improved.

Task Success
To determine the success of each task, we will review the pass/fail of each
individual task for each user. Understanding that success can take a variety of forms,
we will record users' thoughts throughout the process and base our success rating
on their thoughts and strategies. After determining the success rating, we will find
the percentage of successful task completions for each task. From this number, we
will see where there are low completion rates to determine where the user
experience could be improved.

Efficiency
The notetaker will be diligent in taking notes on the buttons selected and pages
navigated to during testing. We will determine efficiency based on the ratio of task
completion to task time in minutes.

Survey Analysis
Our survey will be a likert scale, with each question sentiment corresponding to a
number. See relations below:

● Strongly Agree: 5
● Agree: 4
● Neither Agree nor Disagree: 3
● Disagree: 2
● Strongly Disagree: 1

Once all surveys are completed, we will find the average of each question to find
overall sentiment from the participants. High averages mean the users felt positively
towards that question or topic in the question and low averages mean the users feel
negatively.
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We will take these findings into consideration in the sentiment of users towards the
experience. Should we see patterns in their responses, for example, multiple high or
low scores, we will look into the background of each user and their individual
findings to look for potential correlations.

System Usability Scale Analysis
The System Usability Scale (SUS) will be completed by all users at the end of
testing. This test will ask users ten questions, with answers to be ranked on a Likert
Scale, with the same scores per sentiment as outlined above. We will take the
results from this SUS Analysis and find our products SUS score through the
following:

● For each of the odd numbered questions, we will subtract 1 from the score.
● For each of the even numbered questions, we will subtract their value from 5.
● After these steps, we will take these new values which have found, and add

up the total score.
● Next we will multiple the new number by 2.5.
● Our results will be a score out of 100. This score is NOT a percentage.

Our score will be graded based on the following grading scale:
● < 50: Failure. Our product has major usability issues and needs severe

evaluation
● 50-70: Average. Our product has succeeded at an average level. There is

room for improvement in our design, but some elements work well.
● > 70: Success. Our product is successful for users and provides a positive user

experience. Changes, if any, are minor.
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Conclusion
Our client, Designated Dawgs, uses their social media platforms and their website to
promote their ridesharing services to students and individuals in the Athens and
UGA community. With Designated Dawgs, we are working on improving an already
existing product. We are focusing on three main components within the Designated
Dawgs organization: their overall branding, developing a new website, and building a
brand tutorial video. These will improve their overall customer experience from both
the volunteer and the rider side.

This User Experience Research Plan will help our team, as well as our client, better
understand how both user groups engage with the Designated Dawgs website and
their services. We will be referencing this research plan repeatedly throughout the
next six months as we work to perfect our product based on our findings.
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