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Executive Summary

Pratt Institute’s Center for Career and Professional Development has the overall goal of assisting
Pratt students and alumni in career development. CCPD representatives recognized a need to
enhance their web presence after receiving feedback that communication could be improved
surrounding services and offerings.

Our team selected a diverse set of 8 Pratt students from the undergraduate population in order to
conduct a Moderated Remote Usability Testing Study. No prior experience with the CCPD was
required. During testing, the team presented a set of 5 tasks related to student job search, resume
creation, portfolio creation, workshop availability, and alumni connection.

Based on our analysis of participant responses, the team is presenting the following
recommendations:

1. Reorganize content to be less dense, and add relevant images to help with content
searching

Introduce deep links to the appropriate page on Handshake

Remove non-CCPD content from the left side navigation

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

Add a share button for different events

arwbd

The team feels that these recommendations provide high value with fairly low effort, immediately
improving communications with students searching for help with portfolio and resume creation, career
workshops, and seeking connections with alumni. These recommendations were created with the
Pratt web template in mind, so the recommendations could be implemeted into the existing interface.
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Introduction

The Pratt Center for Career and Professional Development (CCPD) website serves as a vital platform
for undergraduate students at Pratt Institute to access resources, services, and support to enhance
their career readiness and professional development.

To ensure the effectiveness and user-friendliness of this crucial resource, a usability testing initiative
was undertaken to evaluate the website’s navigability, functionality, and overall user experience. For
this study, four students from Pratt Institute - Nidhi Gowda, Lillian Macguire, John Veon, and Betty
Yang conducted eight moderated online user tests to identify usability issues on the CCPD website.
We lay out the methodology of our moderated online user testing, present our key findings, and share
our five design recommendations.

Throughout the testing process, participants were tasked with navigating the CCPD website to
accomplish specific goals, such as accessing information on professional skill-building services,
resume assistance, event listings, and alumni connections. Their interactions with the website were
closely observed and analyzed to uncover any usability issues, challenges, or areas of confusion that
may hinder their ability to utilize the available resources effectively.

This report presents the findings and recommendations derived from the usability testing sessions,
offering valuable insights into the user experience of the CCPD website and suggesting actionable
strategies for enhancing its usability and functionality. By addressing the identified issues and
implementing the proposed recommendations, the Pratt Center for Career and Professional
Development can further empower students in their career pursuits and provide them with a more
seamless and rewarding online experience.

Methodology

Moderated User Testing

We utilized the moderated remote user testing method for our data collection. Moderated testing is

a great method for usability evaluations since facilitators are present during the study, and available
to assist participants with any questions or confusion (Shade, 2013). We completed our testing on
Zoom, with all participants’ cameras and microphones on. We made use of the “Think Aloud” method,
by probing our participants to continuously verbalize their thoughts and feelings about the CCPD web
interface as they completed the assigned tasks (Nielsen, 2012).

Procedure

Through a meeting with our client, we were able to obtain information about the CCPD’s target users,
as well as the key functions of the website that were highlighted for evaluation. In the same meeting,
we were able to identify the desktop version of the Pratt CCPD website as a focus for this study. As a
team, we created 5 tasks to test these key functions and then tested them ourselves in a pilot study.
After a successful test, we sent out our screener survey form to begin recruiting participants for our
moderated usability test sessions.



Participant Recruitment

To identify a target user base we spoke with CCPD Director Marisa Lobianco to gain more details on
the website’s potential users. Based on this information, we came up with the following user profile:
* Undergraduate students at Pratt Institute
» Interested in researching information related to resume creation and review
» Working on portfolio creation and potential review
» Looking for internships
* In search of general career help

We then created a screener questionnaire to be sent out to students at Pratt Institute. We collected the
following information from this questionnaire:

* Are you an undergraduate student?

* Are you an international student? (If yes, also their country of origin)

» Have you ever used the Pratt CCPD website before?

* How old are you?

* What is your current year in school?

* Do you have access to a computer, with Zoom installed?

e Race
« Gender
« Ethnicity

e Email contact

This screener survey was created on Google Forms and sent out to the Pratt student body through the
platform Handshake. We created flyers with QR code links to the screener, which were posted around
Pratt’'s Brooklyn campus. Both the email and flyer explained that participants would be receiving a $10
Amazon gift card if they were accepted to participate in the study. In total, we received 46 responses
on our screener survey. We selected 8 respondents to participate in the testing stage of our study.

By using the demographic data gathered in our screener, we were able to ensure a diverse set of
respondents were chosen to participate to make sure we got feedback from a range of people with
different backgrounds. Some of our participants had some experience with using the CCPD website
and Handshake, while for others this was their first time.

Participant Demographics

Each member of the research team selected two participants for this study. These participants were
selected based on responses from our screener survey form. The demographic breakdown of our
participants is attached below:

Race Gender Age Year in Country of Ethnicity
School Origin

Caucasian/White Non-Binary | 18-24 Freshman USA Not Hispanic or Latino
N/A Female 18-24 Junior Turkey Not Hispanic or Latino
Black/African American | Female 18-24 Freshman USA Not Hispanic or Latino
Caucasian/White Female 18-24 Junior USA Not Hispanic or Latino
Asian Female 18-24 Senior USA Not Hispanic or Latino
Caucasian/White Male 18-24 Senior USA Not Hispanic or Latino
Asian Female 18-24 Sophmore China Not Hispanic or Latino
Asian Male 18-24 Junior South Korea Not Hispanic or Latino

(Table 1) 5



Pre-Test Questions

We asked participants 3 pre-test questions to gather general information about them, as well as their
experiences with the CCPD. The results of those questions are shown below:

1. What are you studying?

Industrial Design
12.5%

Fine Art Architecture
12.5% 37.5%
Film

12.5%

Communication Design
25%

(Chart 1)

2. Have you ever used the CCPD website before?

No
50%

Yes
50%

(Chart 2)

3. Have you attended any events organized by the CCPD previously, If yes how did you find
out about it?

Participant 1 No

Participant 2 Yes, attended a career fair. Gets info from the CCPD through her email

Participant 3 Yes | have. | get it mostly through email or my friend sends it to me

Participant 4 | went to career fairs and focus groups | found through email

Participant 5 Yes - Career fair that was advertised through email

Participant 6 No

Participant 7 No

Participant 8 Yes but not the career events. Attended an event to introduce what the CCPD is to students

(Table 2)



Tasks

The following tasks were given to participants to complete during their testing sessions. In
collaboration with our client, we determined the key functions of the website and built tasks around
them. We purposely selected terminology that was not currently used on the website to ensure
participants were following their natural thought patterns, and not being led in certain directions based
on our word choice.

1. You're looking to apply to jobs soon, locate information on resume building/review services and
check meeting availability.

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

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

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

5. You are trying to find your alumnus for advice regarding your career, and see if the CCPD has
any resources to foster these connections.

Post-Task Questions

After each task was completed, participants were asked 3 separate questions to evaluate how they
felt about the process of completing the tasks and the interface. (See Appendix x)

1. Overall, | was satisfied with the ease of completing this task
1. Very satisfied
2. Satisfied
3. Neither
4. Dissatisfied
5. Very dissatisfied

2. Did you complete the task successfully?
1. Definitely
2. Very Probably
3. Probably
4. Probably Not
5. Definitely Not

3. Was there something different you expected to see on the screen?

Responses to these questions were recorded in a shared spreadsheet and later utilized during the
analysis stage of our testing (See appendix).



Post-Test Questions

After participants completed all tasks, we asked them 2 additional post-test questions. The results of
these questions are attached below:

1. Can you please give me three words to describe your experience with the CCPD website?

Participant 1 Frustrating, Difficult, Mundane

Participant 2 Relatively intuitive, Craigslist

Participant 3 Sterile, Experience, Confusion

Participant 4 Confusing, Tedious, Frustrating

Participant 5 Handshake, Hard, n/a

Participant 6 Redirected, Vague, Confusing

Participant 7 Clean, Clear, Efficient

Participant 8 Helpful (Handshake), Clear (Handshake), Confusing
(Table 3)

1. After your experience with the current CCPD website, would you be inclined to revisit it?

Yes
37.5%

(Chart 3)

Analysis Process

During and after conducting each test, evaluators recorded their notes into a shared spreadsheet.
Recording sessions also helped with later note-taking, since each test could be revisited for more
information or further clarification. As a group, we captured problems that came up for users during
testing on post-its. We then utilized the affinity mapping technique and grouped these post-its and
labeled them by category. By doing this, we were able to identify the most common issues that users
encountered within the interface. Based on frequency and severity, we were able to identify which
problems to create design recommendations for. Our findings and recommendations will be outlined
in the following section of this report.



Findings and Recommendations

Some participants had experience with the CCPD and those participants highly appreciated the
services offered. Different participants had very positive remarks about:

* Finding internships through CCPD services
+ Booking appointments for feedback on resume creation
+ Attending events sponsored by the CCPD, including career fairs and focus groups

The following table shows some quantitative data we collected during our moderated testing
sessions:

Task | Average Time |Average Satisfaction |Average Confidence in Number of Task
Rating Task Completion Abandons
1 3:14 3 2.1 0
2 1:47 1.6 1.4 0
3 2:06 21 1.9 0
4 2:43 3.2 3.2 0
5 2:40 3.9 3.9 2
(Table 4)

Averaged responses following each task. Lower numbers indicate better results - 1 is best, 5 is worst. Participants were
given a warning at 3 minutes to wrap up.

Half of our participants stated that they did not find value in the CCPD site and would not be
interested in revisiting it, with three stating they’d just rather go directly to Handshake and one stating
that they would simply email the CCPD office for help. While they value CCPD services, they find the
current site too frustrating to rely upon.




Recommendations
Finding 1: Participants have a hard time locating key information on pages

In our testing it was revealed that participants had trouble searching for specific information on the
CCPD website. As a team, we discovered this was due to three key issues. First, the current photos
on the website don’t assist in content searching. Second, pages have dense text that users don’t
allocate time on, preventing them from accessing important information. Thirdly, external links are
unclear, as they’re often hidden within paragraphs and easy to miss.

Pratt

Appointments

Administrative Departments > Student Affairs > Center for Career and D

Irrelevant
rciessions bovelopment imagery
oo does not
P reinforce page
information

Internship Program
International Students
Resources

Professional Development
Events

Fulbright at Pratt
Recent Graduate Outcomes
CCPD staff

Participants
either quickly C)
skim or

entirely skip

a St d e n Se Students and alumni can schedule one-on-one appointments with our
p career strategists to help you plan your next career move, polish your

a ra ra h S résumé, and prepare you for your job search. A career strategist can work
p g p with you to develop your career and job/internship search strategies, develop
life and business plans, as well as review résumés, cover letters, websites and L I n kS
other marketing materials.

To schedule an appointment, log in{l Handshake. :}‘rk the CareerCenter e m bed d ed | n

(top right). You should see the link foi i s there. When booking

an appointment, you'll select an area of focus and then a strategist to meet pa rag ra p h S
with. Can’t find a time with that strategist? Use the filters at the top of the .

page to adjust your settings to see if another strategist is available at a better g 0 U n n Otl Ced
time.

by partcipants

Questions or issues booking your appointment? Connect with us
at career@pratt.edu.

(Figure 1)
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Recommendation 1: Reorganize content to be less dense, and add relevant
images to help with content searching

To address the usability issues associated with content searching, we’ve come up with the following
recommendations. To begin, the resources page content on the current CCPD website has been
added to the appointments page. This is because all the other content on this page pertains to
resume building and portfolio material improvement, so participants were confused about why
additonal resources were somewhere separate. Next, more relevant imagery was added to the page
to assist users with content searching. Finally, dense areas of text were refined - specific services
offered through appointment will have their own section within the page. The “Schedule Appointment”
section with the arrow more clearly shows the presence of a link.

This information
was very
important to
participants, so
we’ve highlighted
that information
for help with this
is on this page

Focus content

in more so it’s
easier to scan.
Utilize icons

to show the
presence of links

Appointments

—_—

Discover essential resources and strategies to make your resume and
portfolio truly stand out. Schedule a consultation with our experienced
advisors for personalized feedback and expert guidance.

(Figure 2)

Resources

information is
now visible on
appointments

page

Relevant photos
can help users
locate information
more quickly
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Finding 2: Users felt that finding information related to portfolio services and
resume building appointments was difficult.

When participants were asked to search for information related to resume services, portfolio updates,
and workshops within the several tasks during usability testing, they spent a good deal of time
searching for any reference to these elements on the CCPD site.

Eventually, participants clicked into the Appointments navigation element and were redirected to
the Handshake site, which presented additional frustrations; participants spent a lot of time clicking
around searching for what they were specifically looking for. There are no navigational elements on
Handshake that clearly state “Resume Help Here” or “Portfolio Help Here” - users are required to
search the site until they find a section that feels nearest to their need.

Professional Development

Studars Affairs The CCPD, Center for Career and Professional Development, 15 0FEN and ready to help
Liéa & Prat guide you through your internship and career explorations,
Suddant Sigpan and Adwacacy
The Cournsling Cantar We're ready to chat in person or through Z00M, GOOGLE HANGOUT, by phone or email.

Hesalth 5
Oiffics af Institutig

M The best
—— way to get

blerraship Prog
International S5
Resourcas

Profagsicral De

Fubiright 1 Pran
Recent Gradua
CCPD Stakf

Offica of Intarnat)

Appointrments

Scheduie A Now Appoinimoent

Upeoming Appointments

Garser canier

Past Appointmants

(Figure 3)

In order to find the appropriate section to book an appointment, users have to click multiple times,
often hunting around in Handshake until they finally arrive at the right formula of clicks that meet their
needs.
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Recommendation 3: Introduce deep links to the appropriate pages in Handshake

Building on Recommendation 1, from the newly designed appointments page, create a deep link
to the Handshake appointments page for their specific context (resume appointments, portfolio
appointments). This eliminates time, frustration, and multiple clicks that students encountered when

they were trying to find specific appointment groups for these activities.

Note: A student will still need to go through the initial login process for Handshake if they are not

logged in. New students or students who have never visited Handshake will be asked to create a new

Handshake account.

Stdars Affairs

Léa a1 Pratt

Sayclant Suppon and A "
The Courseling Cantar
Leamingfooess Cerker
Stugant Success

Professional Development

rtmens - Gnadent Apns - et b Carees and Profsssinnal Davilopman

The CCPD, Center for Career and Professional Development, Is OPEN and ready to help
guide you through your internship and career explorations.

We're ready to chat in person or through Z00M, GOOGLE HANGOUT, by phone or email,

The Center for Caresr and Professional Development [COPD) provides life-long access to career
management education, inspiration, and support for students and alumni to develop their full

Heglth Services
Office of Institational Exquity

Ressiienge, Wellness, and Wi
Cerier

Campus Minisiry
Caidir hor Caresr and Prol
Development

Appaintments
For Employers
Jabs & Ingarnship asrch
kilerraship Progiram
Interrational Students
Hesources
Profasgional Dewalopimes
Fulbriht a1 Prait
Recent Graduate Cuteom|
CCPD Staff

Offica af Intarnational Affal

Introducing deep links to appropriate content on Handshake - in this case, resume help - takes users
directly to the appropriate scheduling team, with no need to hunt for an answer.

[—

Resume
e boaking a
"
Jobs )
Choose an Appointment Type
Events
veborah Yanagisaw:
Employers .
Dats erates
Inbox

Career center

Car Fengler

He leads the igni

(Figure 4)
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Finding 3: The side navigation bar is overcrowded with irrelevant information

During testing, it became evident that participants encountered significant challenges with navigation
efficiency. One prominent issue identified was the overcrowded side navigation bar, which contained
an excessive amount of irrelevant information. This abundance of content overwhelmed participants
and made it difficult for them to quickly locate the information they needed. The website featured a
surplus of content that fell outside the realm of career services, further complicating the navigation
process. Thus participants reported spending excessive time navigating through irrelevant topic
headers, resulting in frustration and inefficiency.

Pratt

Center for Career and

Professional Development

= o imirs o kil - v fe Eare el Pyl Drvebgre )

(Figure 5)

TEe COFD. Cemer ber Carear and Frofcesiunal Devslopnsant, B OFLN and rasy b Belp
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LEaT kAR S

uual LML GG LE HAMGOUT, by i ur

Tanceni Sazomn
Vb ferv ks

Citon climmivicral vy Trinis
Frall non, wenbnan, vl wed-fwing
Loy

Lmuan Vemby

Caripr o Gawar wred Prolwesknd
Deesepreen

SpywiTITaTy
For Erzioe

Sy, Pk
ok Ciadustz Culonea
2600 Sl

Simzeni recieaTan:

st Pz e,

FraarmLF B2 | 2uang

Firtarp vl T ppen Frscars e /
e riry S aned audens

The sections shaded extend
beyond the CCPD category. Yet,
they remain visible on the main
navigation screen within the
CCPD webpage

Recomendation 3: Remove non-CCPD content from the left-side navigation

The proposed solution is to streamline the user experience by removing content that falls outside the
scope of the CCPD. This ensures participants have easy access to relevant resources and a clutter-
free navigation experience aiding faster discoverability.

The main web
page of CCPD
now contains
topics relevant to
the department.
This elimates
distractions

to facilitate

easy access to
information.

Pratt

Center for Career and
Professional Development

The CCPD, Center for Career and Frofessional Development, Is OFEN and ready to help
Euide you thFough Four il

We're ready ta chan in poracn of through 200M, GOOGLE HANGOUT, by phome or
email,

Fher Full pte

I
F

(Figure 5)
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Finding 4: Overall, specific information is hard for users to locate

Participants encounter challenges in locating essential information on various pages within the
CCPD website. The absence of a clear and prominent ability to quickly access contact information or
seek assistance from CCPD staff results in frustration and inefficient navigation. Participants stated
they wanted to contact the staff for further help or have an easier way to find answers. In testing,
participants would resort to clicking every section of the left side navigation in search of information.

Professional Development

zart it 1 - Bamiss For Swas nae BralyssdaralBad cpurain

The CATPI, Genter far Goneer and Prafessinnal Develnpiient. 1s CHEEN and neady oo heljy
Amiae Fou thbaugh Four InTeimship and Sarecr <5PLOFSTIONA,

Wee're nealy Lo chial i persos or Lbnoweh 2000, GEAHGLE BANGUUT, by plone or eoail,

e Lo canzmr
Iaprher Al
i s i i F all
Prall e s aod sl 1 e

EERTH L ERTE i

J\.I.IJII.-LLR'If—lfl-&Ht‘l.ﬂ-d.'.\Jl.\.: NO Clear Way

anc Islen g

Ll T | il ERTTIRN BT U
Cuntir fir Garser and Profamion sdalaacee Mandshake 1o geel inlern to aCCeSS
n"""“'""‘ lurbeer apzorlunibive. We aluo ooy ide o newsleer wih h |
poscl elp or
Fur Fapdia
assistance

Irrshio Progeom
Wosrawne]
[

Porrfade Ceesnrmant Coents

F.la P

sppurlusilies, Sludens ard slumni cen ssarch and conoed «ith erpleec: G

(Figure 6)

Recommendation 4: Add a sticky button that is clickable and leads to the CCPD
FAQ

Introduce a prominent and consistently placed call-to-action (CTA) button labeled “Click Here for
Help” at the bottom of every CCPD webpage. This CTA should stand out visually and provide
participants with immediate access to contact information and support options, facilitating efficient
communication with CCPD staff. This enhancement promotes a more user-centric approach to
website design, ultimately contributing to a more positive user experience and greater engagement
with CCPD services.

Center for Career and e iemincr

Professional Development

L e N —

Tl G, career ausl Povfessivual Devel ! Dreaadly Lo liely
suldeyou B

We'ris renaly fo ehnt i persol ot eigh RO, GONGLE HANGHTT, by plhie ok
wnail

BONUS: This FAQ page

could also be converted
9 into a page accessed
o o through the left side
navigation

(Figure 7)
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Finding 5: There is not a share event function on Handshake

The Handshake platform, utilized by Pratt Institute for accessing job and internship listings, lacks a
share button feature for easily sharing events with peers, colleagues, or social networks.

This absence of a share button limits the ability of participants to disseminate information about
upcoming events hosted by the Pratt Center for Career and Professional Development (CCPD) to
their networks, potentially hindering event attendance and participation.

No available
button to
facilitate
sharing

H Events

All events

Pratt Institute.
2-D Anil it

iybrid - Fri, May 3 - 2 PM EDT
AcADEMIC

Eventin 3 days

Alumni Panel

[] Saved-0 {3 Registered-0 @ Checkins-0

Events hosted
by employers >

(Figure 8)

Recommendation 5: Add a share button for different events

Integrate a share button feature into the Handshake platform to allow participants to share event
details with their networks easily. The share button should enable participants to share event
information via email, social media platforms (e.g., Facebook, Twitter, LinkedIn), and other

communication channels, enhancing event promotion and increasing attendance and engagement.

Note: We recognize

that Pratt may have
limited control of the
appearance and functions
of Handshake, so this
recommendation is more
of a “bonus”

uuuuuuuuuuuuu

eeeeeeeeeeeeeeeeeeeeee

What you'll get out of it

oy ator graduation

(Figure 9)
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Conclusion

Pratt’s Center for Career and Professional Development provides a wide array of useful, valuable
services to students and alumni. In our user testing we found that while participants were positive
and appreciative of CCPD services, they were disgruntled with the experience of trying to find helpful
resources through the current Pratt CCPD website. This project provided our team the opportunity to
launch 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.

We feel that by moving the needle a bit at a time (and also observing the constraints that the current
system places on changes), the CCPD can improve communications with students around critical
services such as portfolio assembly, resume writing, and interview prep workshops. We consider
that, 1) reorganizing content to be less dense, 2) introducing deep links to Handshake, 3) refining the
left navigation to be CCPD-focused, and 4) injecting buttons for immediate help are all opportunities
to effect immediate usability improvements with low cost, and high impact results.
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Appendix

Appendix A: Screener Questionnaire

Pratt Center for Career and Professional
Development User Testing Questionnaire

Thank you for your interest in participating in user research related to Pratt's Center for
Career and Professional Development. The CCPD provides life-long access to career

s ion, inspiration, and support for Pratt students and alumni. This
questionnaire is designed to help us identify participants for ongoing user research around
the CCPD's offerings.

jveon@pratt.edu Switch account [

* Indicates required question

Email *
jveon@pratt.edu m

Next IS  Page 1 of 12 Clear form

Never submit passwords through Google Forms.

This form was created inside of Pratt Institute. Report Abuse

Google Forms

Link to screener questionnaire form: https://forms.
ale/NP4BjJ1greRAg8jw6

Appendix B: Consent Form

Pratt Institute Usability Study:
Participant Consent Form

Purpose

The purpose of this study is to evaluate the usability of the Pratt Center for Career and
Professional Development (CCPD) website. We are interested in seeing if Pratt students
can discover key functions within the interface, and the paths they take to locate them.
This is a remote study and will utilize the "Think Aloud" method. This means you will be
asked to think aloud about your decisions and the interface as you complete a series of
tasks, which will be provided. There are no risks involved with participating in this study.

Methodology and Procedures

Approximately 8 participants will be taking part in this study. The study will take place over
Zoom, with one moderator present on the call. These calls will be recorded, and the
recordings will only be accessed by members of the study team for note-taking and other
research purposes. The videos will not be posted anywhere at any point in time. Your name
and email address will not be disclosed to anyone outside of the study team, and you will
remain anonymous in the study with a pseudonym being used in place of your name.

Link to consent form: https://forms.gle/TRv3pjK-
kUnwjNXwm?7
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Appendix C: Data from Screener Questionnaire
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Link to data from screener questionnaire: https://docs.google.com/spreadsheets/d/1_7KCjOF7CwrtF-

p4rMT3uvX L9 rdGxZ9v8UQJk9bpeg/edit?usp=sharing

Appendix D: Data from Usability Testing
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Link to data from screener questionnaire: https://docs.google.com/spreadsheets/d/1p4Bo9MRRNx-

vnTAb8vDGs9XabBpOqgBQUEBCcKYx2-4Uw/edit?usp=sharing
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