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EXECUTIVE SUMMARY
Ventra is a mobile application utilized by a wide variety of different users traveling to and around Chicago.
It allows both frequent and infrequent users to purchase and use tickets for the city’s public transportation
systems: Metra, CTA, and Pace. Buying train tickets, refilling funds for CTA transportation, and tracking
transit times for the bus or train are just some of the things users can do with the Ventra app. The primary
goal of the application is to help users commute and travel around the Chicago area when using public
transportation. As a team, our goals were to understand and reveal the usability problems that users
were having with the Ventra app in order to suggest improvements for the application’s interface.
Furthermore, we wanted to find out what new features users want and add that onto the improvements
we can make to the existing application.
Our usability tests involved evaluating the usability of the four key features of Ventra’s mobile application.
To achieve this, we first generated personas by interviewing Ventra’s main app users: college students,
working professionals, and/or both. Using these personas, we had created scenarios and a task analysis.
Using our findings, we have successfully created a usability test plan and test script to serve as our
guidance into performing the usability tests with our recruited participants. A detailed description of our
study’s process, findings, and recommendations follow in the sections below.

PROCEDURE
To conduct our usability tests, we began by recruiting and bringing in participants so we can ask them to
perform a set of tasks we have chosen as a group.
The first step in this process was to generate a set of tasks within the Ventra app, based on an evaluation
of the level and importance of each task. After that, we created a script to use for our testing sessions
that had the tasks that we wanted our participants to perform, as well as the questions we wanted to ask
them. Furthermore, we created a consent form [Appendix B2] for our participants to inform them of our
intent and their rights, and we asked them to sign it.
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Prior to our actual tests, we all went inside the usability lab to familiarize ourselves with the Morae
software we will be using for our usability testing sessions. We also did a quick run through to test our
scripts and materials the way we planned it. We made revisions on our scripts/tasks as necessary.
We originally generated five tasks for our participants but due to time limitations, we omitted one task,
and ended up with four tasks. Next, we had to email Dorian Anderson in order to reserve the usability lab
for when our recruits would be available.
After these processes and with our revisions complete [Appendix C], we brought in our participants and
took turns moderating and observing. Our usability tests were conducted on differing dates and times.
Unfortunately, our team could not meet as a whole due to time constraints and schedules. However, two
team members were able to agree on the time and took turns moderating and observing inside the
usability lab. [Refer to Appendix A for a listing of our participants.]
Our usability tests begin with the moderator introducing the purpose of the study to the participant, which
was to understand the positive and negative aspects of the Ventra app, and for us to determine the level
of user satisfaction with the app. The moderator read the script and presented our task list to the
participant. One team member acted as a moderator while another team member was observing in the
other room taking notes and recording the session. The moderator introduced four different tasks for the
participant to complete, each task meant to test four different aspects of the website. [Appendix B3]
After each task was completed, the participant answered some questions and proceeded to the next task.
When they completed all the tasks, we wrapped up each session with some follow-up questions and
information, and then concluded with thanking them for their time and contribution at the end of each
session. We did the same process for all of the sessions conducted with our participants.
We encountered a few problems when going through the procedure. We had no previous experience with Morae
so therefore, it took a while to learn all of the software’s functions even though we had a day with the professor to
familiarize ourselves with the software. Also, when we did our testing, we could not figure out when the survey
questions would show up because it was always delayed.
Due to the fact that one of our team members had to test their participants remotely, they had to use their own
software to record their sessions. The team member used AZ Recorder via her Android, in order to record their
screen. With this software, it also kept a timer, recorded the cell phone screen, voice, as well as recorded where
the user touched the screen. After she conducted her usability tests, she then imported her .MP4 videos into the
Morae software to better analyze all of the team’s data.

Following the completion of all our usability tests with our recruits, we collected all of our data in Morae
to observe any emerging patterns within our participants and their interaction with the Ventra app. We
then created recommendations based on the usability data we had gathered from these tests.
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TESTING ENVIRONMENT & RECRUITMENT

Six participants ranging from moderate to frequent Ventra app users took part in our usability testing
using the Android version of the app provided by one of our team members. Within the Usability Testing
Lab, there are two rooms separated by a one-way mirror ensuring that the observer(s) do not interfere
with the usability test. On the observer side, there are three computers which have the Morae software
installed. Within this area, there is only one Task Logger that records the session as well as the individual
tasks that are to be completed by the participant; the task logger oversees the starting and stopping all
recordings. The other computers next to the task logger may be used for additional observers in order to
notate any observed areas of difficulty or errors, so that the team can refer back to any issues easily. On
the other side, there is only one moderator conducting the test with the participant. The moderator
engages the participant by welcoming them, answering any questions, providing the consent form to the
participant, as well as explaining the task at hand. The moderator side also has two cameras recording
the participant: one that records the cell phone screen, and another one that records the participant’s
voice, reactions, and opinions while using the Ventra mobile app.

In our study, four recruited participants were tested in the usability lab located in Room 721 inside
DePaul’s CDM building, using Morae software. Furthermore, two recruited participants were tested
remotely using the AZ Screen Recorder app, then imported into Morae for analytics purposes. Even
though our team had scheduling constraints regarding the use of the Usability Testing Lab, we were still
able to conduct our individual tests and gather the necessary data for our user research. Two team
members took turns being moderator and observer inside the testing lab, while one team member
conducted the test remotely using their own devices outside of the lab. In the end, we were still able to
record our participants’ reactions to the given tasks while capturing their feedback and opinions to gather
the results during these tests and receive as much data as possible to help with our study.
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OBSERVATIONS & RECOMMENDATIONS
All observations and recommendations are presented below. They are organized on a task by task
basis. The observations were analyzed based on the following:
•
•
•
•

Positives: Findings that support the feature’s usability.
Minor Issues: Issues that do not necessarily need addressed right away.
Major Issues: Issues that need to be addressed as soon as possible.
Quotes: Commentary from participants regarding the application while participating in the study.

Task 1: You want to take the train and go to Union Station in Chicago but you only
need a one-way ticket since your friend will give you a ride home later. Can you show
me how you would purchase a one-way ticket taking the BNSF Railway from
Naperville to Union Station?
Objective: Can the user successfully buy a Metra ticket on the Ventra mobile app?
•

Positives
All our participants were able to find the ticket they were supposed to without any hassle.
Minor Issue

•

One participant got confused because they expected the stops to be alphabetical.

•

Quotes
“Why aren’t the stations listed in alphabetical order? It’d be easier for me to find where I am and where I
need to go…”

•

“This task was very easy.”

•

Recommendations
No action required based on multiple usability tests. Everyone completed the task successfully and they
were able to get the task done in a timely manner.
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Task 2: You’re waiting at the bus stop when you see your bus pull up. You get on the
bus and scan your Ventra card, then you realize that you have insufficient funds. You
need to add value to your Ventra card so that you can stay on the bus. How would
you add $5 to your Ventra Card?
Objective: Can the user successfully add funds to Ventra account using the Ventra mobile app?

•

Minor Issues
One participant that participated virtually could not finish the task to due to technical difficulties from the
phone mirroring software during usability test.

•
•

Positives
Everyone who completed the task in the usability testing lab could get the task completed.
Even the people who don’t use this feature regularly have completed this task successfully.

•
•
•

Quotes
“It is easy to use.“
“It’s easy. I do this all the time.”
“Well, that was easy.“

•

Recommendations
Some participants said it would have been better if you can input the amount value.
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Task 3: You prefer refilling funds on your Ventra card by using a kiosk. You are at
a new place and you’re not sure where the nearest one is located. Can you show us
how you would find the nearest Ventra kiosk?
Objective: Can the user find a Ventra kiosk near their location?

•

•

•
•

•

•

•
•

•
•

Major Issues
Most participants had a hard time finding
the section where you search up the
kiosk location.
Some participants thought this section
would be near the adding transit value
section.
They said they would rather search it up
online than use the application.
Task took longer than it should.
Positives
The task took longer than usual, but
everyone was able to complete the task
after they found where to find the kiosk.
Quotes
“It shouldn’t be under transit tracker
because transit tracker, for me, is where
all the trains and busses are… not
kiosks.”
"I didn't know where to go.”
“Finding a nearby kiosk is hard to find. It
would be easier if it was located in a
specific place.”
Recommendations
Make the ‘Find A Ventra Retail Location’
more visible to the user
Put this section as one of the options in
the navigation menu.

The screen shot to the left is before implementing our recommendations. The screen shot to the right is
after our recommendations. The icon would be white, but we were unable to change its color. And the
‘Find a Retail Location’ would be easier for users to see upon opening the application, instead of hidden
like it currently is.
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Task 4: You want to get to Millennium Park from Union Station. You decide to take
Bus 60. How will you find the nearest bus stop that will take you to your destination?
Objective: Can the user get to one location to another using the bus tracker on Ventra app?
•
•
•

•

•

Major Issues
They did not know which streets
that were near Union Station.
Some participants were not able
to finish the task at all.
Task took longer than it should.
Positives
Everyone had a problem at the
same place, so we know what
part of the process we need to
improve.
Few participants who were
familiar with the location could
find the bus stop and complete
the
task.
Quotes

• "I don’t know which stop I am at,

•

I was hoping it would say Union
Station somewhere.”
“It was kind of rough. It was
alright, I mean the app is very
oriented but it was kind of hard
for me to find it.”
“Very puzzled by it.”

•
•
•

Recommendations
There should be a better way to know which stops are near a common location.
Have a better bus search system for people who don’t come to Chicago often.
Include a search bar so that a user can type into the app to make it easier to find what they’re looking for.

•

The first screen shot is the original app. The second is the revised version. We decided to add a search bar so that
the user can manually search for a stop. We also decided to add ‘Closest Attraction’ information so that users can
find which stop takes them to where they are trying to go. This will be especially helpful when the user may not
know the street names, or the area very well.
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APPENDICES

Appendix A: Participant Grid
Below is a summary of the participants that were included in our study (all names are pseudonyms).

Time

Name

Occupation

Age

Gender

Ventra App Usage

3/1: 11:00am

Bob

College student

22

Male

Frequent

3/1: 2:00pm

David

College student

23

Male

Frequent

3/1: 2:30pm

Jack

College student

21

Male

Moderate

3/3: 11:30am

Ryan

Working Professional

28

Male

Moderate

3/5: 1:00pm

Lily

College student

20

Female

Moderate

3/5: 1:30pm

Chloe

Working Professional

26

Female

Moderate
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Appendix B: Supplemental Materials
B1: SCREENER
Below is the screener that we used before the usability testing to ensure that each participant qualified
for the study. If the participant didn’t match any of the criteria below, the team couldn’t use them for this
study. If they matched all required criteria, then the team asked the participant if they would join them in
CDM Room 721 in order to participate in a further study of the Ventra app. One team member had to
do usability testing remotely; therefore, their own device was used for the study.

Question

Answers

Do you use public
transportation?
Are you 18+?

Yes, No

Are you a college
student, or do you
work?
Do you use the Ventra
application?

College student, Work, Both, Neither

Yes, No

Yes, No

Instructions
If no, terminate
survey
If no, terminate
survey
If neither, terminate
survey
If no, terminate
survey
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B2: CONSENT FORM
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B3: USABILITY TEST PROTOCOL
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14

15
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B4: GRAPH
Average Time by Participant on Task

Time on Task (Seconds)
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B5: LOG SHEETS

Task 1: Purchasing a Metra ticket

Participant

Time (Minutes)

Average

#1
#2
#3
#4
#5
#6

2:34
1.47
0:41
1:37
2:10
2:03

1:09

Participant

Time

Average

#1
#2
#3
#4
#5
#6

0:37
1:08
0:31
2:04
1:43
0:55

1:10

Task 2: Adding Money to Ventra Card
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Task 3: Finding a Ventra Retail Location

Participant

Time

Average

#1
#2
#3
#4
#5
#6

3:07
1:30
3:11
2:30
2:51
2:42

1:59

Participant

Time

Average

#1
#2
#3
#4
#5
#6

3:33
3:13
2:28
4:13
2:48
3:06

2:34

Task 4: CTA Bus Tracking
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Appendix C: Pilot Test Results
As a result of our pilot test, we came to a realization that there were a few key changes we needed to make before
conducting our usability tests. The first thing we needed to do was to be more descriptive within our task scenarios
to ensure that our participants could understand what it was we were wanting them to accomplish. With our original
questions, it left a lot of confusion in regards to the specifics that we were asking, which would have taken
participants much longer to complete the task, or they may have failed all together. The second thing we noticed
was that we originally had too many tasks that the participant couldn’t have completed within a 30-minute time
frame. Our team decided to omit one of the tasks, and opted for only 4 tasks to get the maximum amount of data
per participant.

Appendix D: Team Contributions
Our team collectively gathered all of the necessary data that we needed for this final project. We continued to work
with our files and data from P3 which included our test protocol, test scripts, and consent form. As a team, we
constantly added content into our P4 files via Google Docs & Microsoft Word. We communicated and exchanged
messages on Slack as we worked to keep the entire team informed and on track. We recruited two participants each
and conducted usability tests with them. For the P4 report, we chose to divide up the parts of the project and each
of us had and did our own responsibilities. Patty organized the layout and formatting of our document. She also did
the interface mockups to showcase our suggested recommendations for the Ventra app. Jenica wrote the executive
summary, procedure, and testing environment & recruitment paragraphs. She also helped with the appendices
section. Rakesh worked on the observations and recommendations paragraph, as well as Appendix C. After each of
us had added onto our main document, we came together with all of our individual works and proofread it together,
as a team, before submitting the final version. Overall, we do not believe that any one particular person did not hold
his/her weight. We also think that our team did great when it came to communicating and making sure we got
different aspects of the project completed on time.
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