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OVERVIEW
The US has the highest maternal mortality rate among developed countries with over 800 
women dying from maternal related causes in 2020. In response, the CDC’s Division of 
Reproductive Health created the Hear Her campaign to “raise awareness of urgent 
maternal warning signs during and after pregnancy and improve communication between 
patients and their healthcare providers.” The campaign reinforces the importance of 
listening and taking immediate action when a woman expresses concerns. Responding 
quickly can lower pregnancy-related deaths caused by easily preventable issues. 

Women also face a number of reproductive issues outside of just pregnancy. Within the US 
over 26 million women have uterine fibroids with over 15 million who experience 
symptoms. Endometriosis affects 6.5 million women and 5 million women are affected by 
polycystic ovary syndrome (PCOS). While menopause is a natural stage of reproductive 
aging, its onset has been associated with the development of Alzheimer’s. 

Pair these numbers with a rise in medical gaslighting – a case where providers dismiss 
patient concerns due to weight, gender or race among other factors – and it reveals that 
women feel like they aren’t being heard. This disconnect can be frustrating and reinforces 
the need for access to providers that will listen and take action. But sometimes seeking a 
second opinion can be overwhelming without recommendations. 

As a mobile app, Flourish gives women the tools they need to make an informed decision 
on the doctors they choose. It streamlines the process of finding providers specifically in 
the field of women’s health by offering a platform to research, read and leave reviews on a 
range of doctors, therapists and specialists who are focused on providing quality care for 
their patients.  
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RESEARCH GOALS
Research will test the hypothesis that if women are given the tools they need to stay 
informed, they can effectively research medical providers. This will improve their ability to 
find quality care. Flourish provides these tools as an app that offers access to important 
information about doctors and specialists in one place. Testing goals will see how Flourish 
can:   

Create a research environment that informs and doesn’t overwhelm. 

Test results will gauge the effectiveness of the app as a whole, but they will also measure 
participants’ emotional response to the interface through product reaction cards. 
Analyzing these results will help make data-driven improvements to the app’s functionality 
and design.  
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Optimize the time it takes to research providers by having the option to search 
individually by name or grouped by specialty.  

Offer a way to keep track of preferred providers. 
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Population

During testing, I will take on the roles of interviewer, note taker, data collector and 
observer. To balance these roles I plan to record participants as they are using the app on 
the Xcode simulator. Recording participants and the simulator will allow me to go back to 
watch and listen to their responses in the event that I am unable to take detailed notes.  

Roles

Sampling

Women who are impacted by medical gaslighting. 

Women aged 20 to 60 (represents women at every stage of reproductive aging). 

Those who are in search of new doctors (due to relocation, research, etc) in the Atlanta, 
GA area.   

Those who are seeking a second opinion from another physician.  

METHODOLOGY

Frame & Method
In comparison to my population, my sample will only be a small portion of the people who 
could benefit from the features offered in the Flourish app. To account for this, I plan to 
identify and recruit 8 women who represent each age range of my testing sample. So 
there will be two women in their 20s, 30s, 40s and 50s.  

Testing will take place in person with a webcam recording each participant and. There will 
also be a screen recording to capture users completing tasks on the Xcode simulator.

As far as opportunities, I would potentially expand the sample size to 12 by having 3 
women in each age group. This could present a challenge since working with more people 
can make it difficult to coordinate with participants if they have busy schedules. This is 
something I will re-evaluate once I am in the process of usability testing and have a better 
feel for how many people are available.   
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PersonasPersonas
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Participant 
   Follows the prompts outlined in the usability protocol 
   Provides a narrative of their user experience as they move through the site 
   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 protocol 

TESTING INSTRUMENTS

Roles

Script

 I plan to take on the roles of interviewer, data logger and observer for user testing. 
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Hi ______. My name is ___________, and I’m going to be walking you through this session 
today.  

Set LAPTOP to DO NOT DISTURB. XCODE SIMULATOR 
should be opened to the Home Screen. 

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 I asked you here, but let me go over it 
again briefly. I’m asking people to try using an app I’m working on so I can see whether it 
works as intended. The session should take about an hour. 

The first thing I want to make clear right away is that I’m 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. 

Also, please don’t worry that you’re going to hurt my feelings. I’m doing this to improve 
the app, so I 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 I’m 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. 
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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 app, and it won’t be seen by 
anyone except for me and my 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. It just says that I have your 
permission to record you, and that the recording will only be seen by me and my 
instructors.

Give them a recording permission form and a pen. 
While they sign it start QUICKTIME on a LAPTOP and start a new 

SCREEN RECORDING and MOVIE RECORDING. Set MOVIE 
RECORDING to FLOAT ON TOP.  

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 apps, including browsing and email, at work and at home? 

What kinds of apps do you use the most? 

Do you have any favorite apps?

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.  
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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 the app.  

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. 

Click on the app icon for Flourish.

You can scroll if you want to, but don’t click on anything yet. 

Allow this to continue for three or  
four 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 if you can try to think out loud as you go 
along.  
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Task Table

TASK
SUCCESS OR  
FAILURE OBSERVATIONS

Task 1: You ask your 
gynecologist for 
recommendations on a 
fertility specialist, and 
she mentions Dr. Bonnie 
Patel. Search for Dr. 
Bonnie Patel and find 
her phone number.  
 
Post-Task Question: 
What do you think of the 
layout of the doctor’s 
detail page? 

Success / Failure

Task 2: You’re looking 
for a new OB/GYN and 
want to find providers 
with a certain number 
of reviews. How many 
OB/GYNs have more 
than 90 reviews? 

Success / Failure
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TASK
SUCCESS OR  
FAILURE OBSERVATIONS

Success / FailureTask 3: Your search for 
a new OB/GYN led you 
to Dr. Claire Parker. 
Your visit went well and 
you want to share the 
experience. Leave a 
review for Dr. Parker.  

Success / FailureTask 4: After a therapy 
session with Kelsey 
Mizell you decide you 
would like to meet with 
her regularly. Find her 
detail page and add her 
to your favorites. 
 
Post-Task Question: 
Can you find your 
favorites list?  
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TASK
SUCCESS OR  
FAILURE OBSERVATIONS

Success / FailureTask 5: You’re looking 
for midwives or doulas 
who can help with an at 
home birth. Find the 
category that would  
take you to a list of 
these specialists.  

Success / FailureTask 6: You would like to 
leave a review on a 
doctor you visited, but 
you don’t want your 
name to appear on the 
review. Change your 
review preference to 
anonymous.
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TASK
SUCCESS OR  
FAILURE OBSERVATIONS

Success / FailureTask 7: You want to 
avoid a long wait time 
in the office at your 
next doctor’s visit and 
you’d like to see if that 
will be the case while 
visiting Dr. Lynley S. 
Durrett. Find her rating 
on wait time.  
 
Post-Task Question: 
How do you feel about 
the categories included 
in these ratings? 

I’m going to ask you to hold any thoughts or feedback you have until the end of each task. 
I’m going to record your time for these next tasks. Remember, I’m testing the product, not 
you. 

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. Stop the 

timer before asking post-task questions. 
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TASK TASK TIME OBSERVATIONS

Task 8: You want to 
know if Dr. Keisha 
Dennard-Hall is 
certified by the 
American Board of 
Obstetrics and 
Gynecology. If she is, 
add her to your 
favorites. 
 
Post-Task Question: 
Would the information 
about her background 
be valuable to you? 

Task 9: You want to 
store your insurance on 
the app to have during 
doctor’s visits. Enter 
your insurance 
information.  
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TASK TASK TIME OBSERVATIONS

Task 10: Update your 
favorites by removing 
Kelsey Mizell from your 
list.  

Task 11: You want to 
know more about how 
Flourish uses your 
personal information. 
Navigate to the privacy 
policy and find the 
email you can use to 
contact Flourish for 
questions or concerns 
related to personal data 
you share.   

Post-Task Question: 
Was the privacy policy 
easy to find?
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Great! Next, I’m going to use Microsoft’s Product Reaction cards to help capture your 
impression of the app. Please pick the five characteristics you feel best describe the 
Flourish app, and tell me why you’ve picked each one.  

Thanks, that was very helpful. Do you have any questions for me, now that we’re done? 

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 survey 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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Thanks! 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 Flourish.  

Show participants the sheet of paper with the 
PRODUCT REACTION CARDS. Make sure to take 

notes about their choices and the reason why they 
selected the specific words. 

Show participants a copy of the SYSTEM USABILITY 
SCALE. Instruct/or mark the box that corresponds to 

your participant’s answer



Purpose
The researcher Nicollette Higgs is conducting a usability study to evaluate the design of 
Flourish. The results will be used to help improve the app’s 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 participant 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 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. 
 
 
 
 
 
 
 

Participant Signature Date

You are at liberty to withdraw your consent to the experiment and discontinue 
participation at any time. If you have any questions please contact: Nicollette Higgs by 
phone (706.536.6467) or email (nhiggs@uga.edu). You can also reach out to my instructor, 
Jake Troyer, at troyer46@uga.edu. 

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

UX Research Consent Form
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Have you ever used an app to help manage your general or reproductive health? 1.

YES NO

Have you ever left a review describing your experience with a medical provider? 2.

YES NOYES

Reading reviews is valuable when looking for a new doctor.  3.

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree

The research required to find a new doctor can be overwhelming. 4.

Privacy is important to me when using apps. 5.

Pre-Test Survey Link - https://forms.gle/Atqg5pCoMZoqiivx5

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree
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https://forms.gle/Atqg5pCoMZoqiivx5
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The process of finding a new doctor is . . .6.

Easy Difficult

If I am unhappy with my medical care, seeking a second opinion is . . .7.

Rare Common

Having access to a list of preferred providers is . . .8.

Non-essential Necessary

Describe your ideal experience when researching new doctors. 9.

What qualities do you look for when visiting a doctor for the first time?10.
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Which of the following best describes you? 11.

Asian

Black or African American

Hispanic or Latino

Native American or Alaska NativeNative American or Alaska Native

Native Hawaiian or Pacific IslanderNative Hawaiian or Pacific Islander

White

Other



fl urish
Methodology

Higgs 20
Flourish JRMC 7013E

Which of the following describes your age? 11.

20 -24

25 - 29

30 - 34

35 - 39

45 - 49

50 - 54

55 - 59
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Was your overall experience using Flourish positive?1.

YES NO

Would an app like Flourish improve your experience researching providers in the future? 2.

YES NOYES

Finding providers by name or specialty improved search options.  3.

I found the details I needed about a doctor quickly and easily.  4.

All of the information found on a provider’s detail page is relevant.  5.

Post-Test Survey Link - https://forms.gle/jc2PS4uFBedKKUiM6

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree

Strongly 
Disagree

Disagree Neutral Agree
Strongly 
Agree
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https://forms.gle/jc2PS4uFBedKKUiM6
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The navigation and layout of the app is . . . 6.

Organized Disorganized

Figuring out how to access a list of “favorited” providers was . . . 7.

Clear Confusing

Making changes to user preferences was . . . 8.

Simple Challenging

Was each provider’s detail page enough to provide a clear overview of their level 
of care?  

9.

Is there anything that can be improved within the app?  10.
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I think that I would like to use this product frequently.

I found the product unnecessarily complex.

Strongly 
disagree

Strongly 
agree

1. 1 2 3 4 5

2.

I thought the product was easy to use.3.

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

4.

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

5.

I thought there was too much inconsistency 
in this product.

6.

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

7.

I found the product very awkward to use. 8.

I felt very confident using the product. 9.

 I needed to learn a lot of things before I 
could get going with this product.

10.

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5
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Approachable              Exciting Poor Quality Essential

Powerful Attractive Exceptional Predictable

Busy Clean Professional Familiar

Relevant Fast Collaborative Reliable

Comfortable Flexible Undesirable Complex

Friendly Satisfying Comprehensive Helpful

Simplistic Confusing High Quality Organized

Entertaining Effective Overwhelming Useful

Straightforward Consistent Impersonal Stressful

Time Consuming Convenient Creative Ineffective

Inconsistent Trustworthy Cutting Edge Innovative

Unattractive Dated Unconventional Inspiring

Desirable Intimidating Rigid Difficult

Unpredictable Inviting Irrelevant Dull

Unrefined Easy Patronizing Efficient

Advanced Engaging Personal Annoying
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ANALYSIS
Task Analysis

Survey Analysis

System Usability Scale & Product Reaction Card Analysis

Tasks will be analyzed using task success and time on task. Task success will be measured 
using a simple “succeed” or “fail” framework, but I will also be looking for the different 
paths participants take to get to an answer as the Flourish app allows you to find providers 
through a manual search and a search by categories that have already been filtered by 
provider speciality. Task on time will be useful to see how intuitive app navigation will be 
for accomplishing simple tasks. Since my sample size is only a small part of the population, 
I will also use a 95% confidence interval when calculating task success.  

The pre and post test surveys will be Google Forms, so they will reveal information about 
participant behavior and reactions to the Flourish app  in the form of bar and pie charts. 
This information will also be attached to Excel where this information can be collected in a 
spreadsheet.  

For the System Usability Scale I will make calculations to see how well the usability of the 
Flourish app scores out of 100. From there I will make adjustments based on participant 
responses.  The Product Reaction Cards will be measured by emotion. The Flourish app’s 
aesthetic is calm and clear and measuring participant’s emotional reaction to the app will 
help see if the simple design is successful. Cards will be presented in a word cloud.  

Categorizing Major & Minor Issues
Major and minor issues will be categorized based on the level of impact they had on a 
participant completing core tasks. These tasks include searching for providers, leaving/
reading reviews, adding providers to the favorites list and viewing the privacy policy. If 
participants can’t complete any of these tasks or if it takes a considerable amount of time 
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Communicating Results
These testing results can be characterized to the population, but, as mentioned above, 
they will be presented along with a confidence interval since the testing sampling size will 
be much smaller than the actual population. Outside of the tools mentioned above, I plan 
to present testing results through bar graphs and charts for quantitative data. Qualitative 
data will be presented through quotes and a word cloud that visually summarizes product 
reaction cards used to describe the app.  

CONCLUSION
This research plan will show how Flourish performs in the world with real people through 
its ability to optimize provider search options, to create a space for women to share their 
experiences and to offer a research environment that informs, not overwhelms. The task 
list for these goals, along with the support of pre and post test surveys and System 
Usability scale, offers a way to analyze participant reaction and behavior when it comes to 
their ability to research and review providers. Testing will reveal what features can be 
improved or expanded for the Flourish app.  

to complete them, it will be considered a major issue. Minor issues will be categorized as 
anything that can’t be completed outside of these tasks.


