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A comprehensive and evaluative user research project focused on 
enhancing the Pratt CCPD website's usability to boost user engagement, 
specifically aimed at facilitating students' easy access to career-
related services. 


Scope : Conducted 8 Moderated Remote Usability Tests, highlighting key aspects of the 
website related to career services including resume and portfolio assistance, career 
workshops and events, and alumni connections.


Time Frame : 6 weeks (March-May 2020)

Project Overview & Scope 
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Goals 

 To enhance the usability of the CCPD website to 
better meet student needs

 To identify which elements of the website students 
find challenging to navigate, gathering insights to 
guide targeted improvements

 To recommend adjustments to the site that would 
provide maximum value with minimum effort.
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Process
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Usability Testing 

Screener Survey Moderator ScriptTarget User Profile 
To identify and recruit diverse participants 
in varied categories. 

A total of 8 participants were selected.

Developed a comprehensive script 
complete with tasks and questions to 
ensure a seamless testing session.

The primary users are undergraduate 
students at Pratt Institute who are 
actively seeking resources for resume 
and portfolio development, internships, 
and general career assistance.

Pre-Test Preparation
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Usability Testing

Participant Pool

Gender Current Year 
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Usability Testing

Participant Pool

Nationality User Type 
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User Tasks

Usability Testing 

Task 1 Task 2 Task 3 Task 4 Task 5

You are looking 
to apply to jobs 
soon, locate 
information on 
resume 
building and 
review 
services. From 
there, please 
check the 
meeting 
availability.

You’re 
graduating soon 
and have been 
thinking about 
starting to 
apply to jobs 
within your field. 
See if the CCPD 
offers any 
events that 
could help you 
with this.

One of your 
friends could use 
some of the 
services at the 
CCPD, and they’re 
interested in 
seeing if any 
workshops are 
happening. See 
how the CCPD 
could help with 
this.

You need to 
update your 
portfolio 
materials for a 
job interview 
you have 
coming up. Find 
information 
about portfolio 
services offered 
on the CCPD 
website.

You are trying to 
find your 
alumnus for 
advice 
regarding your 
career. Check if 
the CCPD has 
any resources 
to foster these 
connections.
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Testing 

Usability Testing 

 Satisfaction ratin
 Ease-of-use ratin
 Time on tas
 Error rate

A mix of quantitative and qualitative data was gathered through 
direct questions and by observing participant behavior during 
task execution. Some quantitative data metrics included:

 Pre-test questions an
 Post-test questions

We included set of:

To gather some qualitative data about our participants.

All testing took place over Zoom, and lasted about 30 minutes a 
session.
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Usability Testing 

Post-Task Questions

Very 

dissatisfied

Very 

dissatisfiedSatified

Very 
satisfied

Dissatisfied

Dissatisfied Dissatisfied

Check recently 

workshop

Check the meeting 

availability, for job 

and resume 

Check CCPD events 

related to job finding

Find information 

about portfolio 

services 

Check CCPD 

resources about

alumnus connections

Satisfaction with the ease of 

completing this task

Did you complete 

the task successfully

Definitely Not sure

Probably Not at all

Not sure Not sureProbably 
not

Deep red represents negative feedback, Grey is neutral, and deep green represents the positive feed back 

Satified SatifiedNeither

Neither

Neither

Very 
satisfied

Very 
satisfied

Very 
satisfied

Definitely Definitely

Definitely Definitely

Probably Probably Probably Probably

Satified Very 
satisfied

Satified

Not at all Not at all

Dissatisied
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Usability Testing 

Post- Task Question Did you expect to see something different on 
the screen?

Have an 
email link 
attached

or contact 
information  

Add a share 
button or a link 

for workshop

and events 
section on 
Handshake

The participant 
thought there 
would be a CV or 
resume review 
section on a 
separate page. 

“I wish 
information was 

directly under 
resources"

13/32

10% answer 

“No”

90% answer 

“Yes”
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Usability Testing 

Give three words to describe 
your experience with the CCPD 

website?

Efficiency

Helpful

CONFUSING

HARD

Craigslist

VAGUE
Intuitive

Mundane

Useful

Unclear

Post- Test Question
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Usability Testing 

Considering your experience 

with the current CCPD website, 


would you be inclined to revisit it?

40% answer 

“Yes, I will revisit”

60% answer 

“I will not revisit”

“I will just go to 

handshake”

“i just get emails

 anyways so no”

“Rather email someone

and getting help with”
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Usability Testing 

“I would rather just email 
them for information 
instead of searching 

through every sub-tab 
on the website."

90%
Participants found it rather 
difficult and unintuitive to 

navigate through the site when 
seeking  specific information


Key Insights
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Usability Testing 

75% 
Found the workshops hosted 

by CCPD to be very 
educational and helpful 

"I usually attend the 
workshops hosted, 

they are quite helpful"

Key Insights
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Usability Testing 

" I've already 
forgotten how I got to 
this page. I can't even 

find that link 
anymore."

80% 
Participants felt overwhelmed 

by the website's dense 
information layout, which 

hindered their ability to retain 
knowledge for future visits.

Key Insights 
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Recommendations

 Visual Hierarchy 

 Flexibility and 
Efficiency of Use Content Strategy

 Organization and 
Structure of information



Finding 1:  

Usability Testing 

 Photos chosen for pages don’t feel relevant to 
participants, and don’t act as a visual cue to help 
them find what they’re looking for

 Pages have dense sections of text that participants 
either skim or skip past entirely, instead opting to 
search for a direct link. This leads to them missing 
key information

 Direct links can be a bit unclear, as they’re often 
hidden within paragraphs.


Users have a hard time 
locating key information 

on pages
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Recommendation 1:  

Usability Testing 

 Make it clear resume and portfolio appointments are 
handled on this page, as that was an important 
insight gained from testing.

Reorganize content to 
be less dense, and add 

relevant images to help 
with content searching
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Recommendation 1: cont.   

Usability Testing 

 Shorten and focus content in more - specific 
services offered through appointment will have their 
own section within the page. The “Schedule 
Appointment” section with the arrow more clearly 
show the presence of a link.

 Include more imagery in general, and make it more 
task relevant to aid users in their search for 
information.

Reorganize content to 
be less dense, and add 

relevant images to help 
with content searching
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Usability Testing 

VS

23/32

Before After
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Usability Testing 

Participants felt that finding 
information related to 
portfolio services and 
resume building

appointments was difficult.

So many clicks!

Finding 2:  

 There are no specific indicators in the left nav that 
these services are available

 The appointments link in the current left hand nav 
directs students to log into Handshake with some 
text guidance

 Once at Handshake, students became frustrated 
with attempting to address to their specific need.
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Recommendation 2:

Usability Testing 

 When a participant clicks link to schedule an 
appointment from a specific context, that link points 
to the appointment group that relates to that 
context in Handshake

 Students will still need to go through the login 
process for Handshake if they are not logged in.  New 
students will be asked to create a new Handshake 
account.

Introduce deep links to 
the appropriate page 

in Handshake

Handshake page deep 

linked to specific 

appointments group for 

resume assistance
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Finding 3: 

Usability Testing 

 The CCPD website previously featured an 
overly extensive array of content, much of 
which fell outside the typical scope of career 
services. This surplus of information 
significantly hindered the effectiveness of 
user navigation

 Many participants found themselves spending 
excessive time under topic headers that were 
not pertinent to their search needs, leading to 
frustration and inefficiency in their information 
discovery process.

The side navigation 
bar is over crowded 
with irrelevant 
information 
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Recommendation 3:

Usability Testing 

 Eliminate content that falls outside the scope of 
CCPD to streamline the user experience.


Remove non-CCPD 
related content from 
the left side navigation
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Finding 4:

Usability Testing 

 Participants all feel frustrated with the CCPD website 
experience. Information is hard to find, hard to locate.

 Users think they need email or a way to contact the 
staff for further help

 In testing, participants would resort to clicking every 
section of the left side navigation in search of 
information

Overall, specific 
information is hard for 
users to locate
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Solution 4

Usability Testing 

 Add a floating button that user can click 
for help any time during browsing the 
website. This button should go to the 
current FAQ. 

 BONUS - convert the current FAQ Google 
Doc into a web page accessible through 
the left side navigation.

Click Here for Help

Add a sticky button 
that is clickable and 
leads to the CCPD FAQ 
Google Doc

29/32Spring 2024



Recap

Usability Testing 

We started this whole process with the goal of making the CCPD website a more 
user friendly interface. To accomplish this we:

 Interviewed our client to confidently develop an 
understanding of CCPD user

 Conducted moderated user testing to arrive at 
conclusions related to user primary needs, and 
discover potential usability issue

 Generated realistic recommendations and next steps 
that we believe are feasible and valuable
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Next Steps
 Design feature interventions according to recommendations proposed

 Evaluate new concepts at scale to measure success through beta test to make 
iterative improvements and launch successfully

 Consider full content audit to reduce text and optimize messaging for 
efficiency.
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THANK YOU
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