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March 14th, 2016 
  
Kayce Rodriguez 
Reservations Manager, Washington State Parks 
PO Box 42650 
Olympia WA 98504-2650 
 
Ms. Rodriguez, 
  
Enclosed you will find a report entitled, “WSPRS Usability Assessment”. This letter, the report, and all of 
the following material constitutes an overview of the methods, procedures, and findings created during 
our usability study on the reservations system of the Washington State Parks’ website. Our team has 
worked diligently to provide a clear and effective breakdown on how our study was developed and 
implemented, and are excited to share the results of our study with you. 
  
The purpose of this report is to provide you with a comprehensive look into the current usability of the 
reservation system. Included you will find an introduction and background on our team and the product 
being tested, the process used for participant recruitment, the tasks participants were asked to 
complete on the site, an overview of the testing process and environment, and finally, the results of the 
study and our recommended course of action moving forward. Our work has shown us that although the 
online reservation system is a very convenient way for users to find and make reservations online, the 
architecture and user flows of the site provide significant challenge and difficulty for first-time and 
experienced users alike. 
  
After performing our study and analyzing the results, our team has arrived at the conclusion that 
although the current reservation system as it stands now poses challenges for users, the pain points 
and confusing portions are fixable and can be implemented into future versions of the site. Please do 
not hesitate to contact our team with any further questions or concerns about the project. 
  
 
Sincerely, 
  
 
Kendall Avery                                                         Megan Hodge 

  
  

 
 
Ian Palmgren      Greg Robison 
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Executive Summary 
 
This report includes the results from conducting a series of six usability sessions with participants 
using the camping reservation system associated with the Washington State Parks website. The 
Washington State Parks reservation service (WSPRS) is used for reserving specific campsites, cabins, 
yurts, platform tents, marina docking spots, day-use facilities, and vacation houses located within 
Washington State Parks. The purpose of this report is to convey pain points of the WSPRS to the 
owners of the site in an effort to improve the effectiveness of their service. 
 
Prior to beginning our usability test sessions, we conducted a heuristic evaluation of the WSPRS. This 
evaluation helped our team define the research question we would proceed to test with our participants: 
are users able to successfully reserve a campsite on their own, using each of the methods offered on 
the site? From this point, we developed four tasks to evaluate our defined research question. From 
these tasks, we ran a pilot test to smooth out our test kit and delivery, before finally performing six 
usability tests involving participants with a range of camping expertise. 
 
During each session, we collected data by taking handwritten notes and recording the session with 
Morae, a usability testing software. After compiling our data, we conducted an affinity diagramming 
session to group our data and discover high level findings. These findings fell under four categories: 
lack of clarity and misinformation, poor left navigation usability, campsite information, and a heavily 
favored map view. 
 
Prior to beginning each task, participants were asked to assess how easy or difficult they expected the 
task to be on a scale of 1-7, where 1 was very easy and 7 was very difficult. On average, Task 1 was 
rated 2.6 before completion and 3.3 after completion. Task 2 was rated an average of 2.91 before 
completion and 3.58 after completion. Task 3 was rated an average of 3.625 before completion and 2.33 
after completion. Finally, Task 4 was rated 1.7 before completion and 2.33 after completion. For a 
summary of our recommendations stemming from these tests, see the “Findings and 
Recommendations” section. 
 
The online system for reserving campsites and more on the Washington State Parks website provides a 
convenient and easy way for users to secure a spot in advance. However, the reservation system’s 
accessibility is impeded by a poor user flow and information architecture layout, and causes problems 
for first time users and experienced users alike. Our testing and analysis have allowed us to pin-point 
these particular “pain points” where users struggle, get lost, or are confused. It is our hope that the 
results of this study can guide future studies on the site, and may be utilized in tandem with a web 
designer to be integrated into future releases of the Washington State Parks’ website. 
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Introduction 

Product 
In this study, we conducted a series of six usability sessions with participants using the camping 
reservation system associated with the Washington State Parks website. The Washington State Parks 
reservation service (WSPRS) is used for reserving specific campsites, cabins, yurts, platform tents, 
marina docking spots, day-use facilities, and vacation houses located within Washington State Parks. 
The tool uses several different methods for locating sites to reserve, including a side panel, a map, a list, 
or a calendar. After creating an account, you are able to create, view, change, or cancel site or facility 
reservations, or can view and modify a reservation by providing appropriate identification information 
without signing in. 

Company 
The Washington State Parks Reservation Service is a web service created and maintained by the 
government of Washington. Established in 1913, the Washington State Parks program has worked 
tirelessly to curate and maintain the natural beauty of Washington, while allowing visitors to explore and 
enjoy its numerous parks and lands. The Mission of the Washington State Parks and Recreation 
Commission is to: 
 
...care for Washington's most treasured lands, waters, and historic places. State parks connect all 
Washingtonians to their diverse natural and cultural heritage and provide memorable recreational and 
educational experiences that enhance their lives. 
 
And their Vision is that: 

 
...Washington's state parks will be cherished destinations with natural, cultural, recreational, artistic, and 
interpretive experiences that all Washingtonians enjoy, appreciate, and proudly support. 
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Our Team 
 

 

 

Kendall Avery is passionate about user research and acting as an 
advocate for the end-user. She has worked in industry as a UX Engineer, 
directly applying her coursework to her career. Kendall has extensive 
background in user research and usability testing, as well as practice 
using discount methods to discover high level findings.  

 

 

Megan Hodge has worked on a variety of projects involving user 
research, project management, and front-end and back-end development 
throughout her four years as a Human Centered Design and Engineering 
major. Some of those projects include application redesigns, mobile app 
development, rapid prototyping, and a quarter-long research project 
incorporating a variety of user research methods. 
 

 

Ian Palmgren brings with him a broad range of skills developed under a 
lengthy technological background and his two degrees, Informatics and 
Human Centered Design and Engineering. He has an extensive 
background in human-based design theories, front-end and back-end 
development, industrial design experience, and a variety of rapid 
prototyping including 3D modeling, CAD design, CNC machining, and 
expansive human-based design studies. 

 

Greg Robison contributes an understanding of user-centered practices 
rooted in two years of coursework in Human Centered Design and 
Engineering. He has experience conducting his own user research study 
and demonstrates strong organizational skills through session 
preparation. Greg also brings a passion for user-centered design and 
data visualization that drove his contributions to the study. 
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Methods 

Heuristic Evaluation 
Prior to beginning our usability test sessions we conducted a heuristic evaluation of the WSPRS. The 
site was individually analyzed by each team member on a set of 28 heuristics. These heuristics were 
adapted from Jakob Nielsen’s industry-standard list of 10 Heuristics for User Interface Design, and 
evaluated according to whether or not the WSPRS met these defined standards. Following our individual 
analyses we identified six major usability issues: 
 

• The reservation process needs to be more linear. The current design makes users feel like there 
are multiple ways to input their reservation information, when in actuality, there is one required 
path. 

• Campsite photos should be more prominent. 
• “Continue as guest” feature seems key for attracting first-time users who are tentative about 

making an account for a one-time reservation. 
• The left navigation on the left side has ill-defined text, and inclusion and exclusion properties 

don't follow "normal" standards, which makes it confusing. 
• There is a lack of mobile support. 
• The reservation system doesn't accurately show availability of sites at a high level. 

 
These usability issues helped our team define the research question we would proceed to test with our 
participants: are users able to successfully reserve a campsite on their own, using each of the methods 
offered on the site? 

Planning 
We developed four tasks to evaluate our defined research question. The four tasks were: 
 
Task 1:  
You’re planning a camping trip for you and your three best friends. You’ve decided to use the 
Washington State Parks reservation service to make sure that you have a campsite ready when you 
arrive. You’re looking for a site over Fourth of July weekend and you want to camp near Spokane so that 
you can catch one of the big fireworks shows after your trip. Go ahead and show me how you might go 
about setting up this reservation.  
 
Task 2: 
Another friend reaches out and invites you to camp with her and her family. Her family has an RV and 
the six of you, plus her golden retriever Buddy, are going to camp at Lake Wenatchee on Labor Day 
Weekend, September 3-5. She asks you to make the site reservation since she doesn’t have access to 
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the internet right now. Go ahead and show me how you can set up this reservation using one of the 
other reservation methods. 
 
Task 3: 
You and your friends decide to modify your reservation on Fourth of July weekend to include more 
friends. Now 8 of you are looking to camp together, and you’re bringing with you three tents. Show me 
how you can modify this reservation using the third reservation method.  
 
Task 4: 
You and your [brother/sister] are planning a weekend (choose any weekend) trip together to Deception 
Pass to bond and get away from social media. You’re bringing a tent, and want to make sure there’s no 
Wi-Fi to pose distractions. Please demonstrate how you would make this reservation. 
 
 
We designed these tasks to allow for participants to take different pathways in their efforts to complete 
each task. This allowed for us to observe actions closest to what they would have taken outside of the 
lab environment. Tasks 1-3 focused on evaluating the three different methods of searching for sites 
(Calendar, List, and Map) while the fourth task allowed participants to take on more freedom and 
complete the task using whatever method was most efficient for them. 

Pilot Test 
Three pilot tests were conducted in an informal setting prior to establishment of the final testing 
procedure. The purpose of these tests was to identify early bottlenecks in the user flow and to establish 
a pattern that would then be implemented in the final testing environment. These sessions were not 
recorded or metricized, but were run and observed by pairs from the team so that we could take our 
learnings and observations and help derive our final process from them. 

Participants 
An initial screener survey was sent out through social networks and connections that returned 200 
responses. Of those 200 responses, 18 respondents were willing to participate in our usability study. 
However, since we failed to note the study would take place on the University of Washington campus, 
none of our 18 survey respondents were able to participate in our sessions. We adopted an informal 
recruitment process through reaching out to friends and connections with prior camping experience. 
During the usability test sessions, participants were asked to self-rate their camping expertise on a 
scale from 1-5, where 1 defines an inexperienced camper who rarely camps, and when they do they 
often consult others for camping advice. 5 defines an expert camper who camps frequently and often 
provides camping advice to others. 
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Participant 1: 
 
Gender: Male 
Age: 22 
Camping expertise level: 3 
 
 
Participant 2: 
 
Gender: Male 
Age: 22 
Camping expertise level: 3 
 
 
 
Participant 3: 
 
Gender: Male 
Age: 22 
Camping expertise level: 2 

Participant 4: 
 
Gender: Male 
Age: 21 
Camping expertise level: 5 
 
 
Participant 5: 
 
Gender: Female 
Age: 22 
Camping expertise level: 3 
 
 
 
Participant 6: 
 
Gender: Male 
Age: 23 
Camping expertise level: 3 

 

Procedures  
User testing of the WSPRS took place over two dates, February 17th, 2016, and February 22nd, 2016. 
Three sessions were recorded per day, with each lasting an average of 32 minutes and 34 seconds from 
start to finish.  
 
Participants were greeted, introduced to the team, and asked to take a seat in front of a laptop running 
Morae software. Each participant was asked to read and sign a Consent and Release Recording Form, 
affirming their permission to be recorded, and then asked a brief pre-test questionnaire. 
 
After signing the consent form the user was asked to complete a series of tasks (listed above). The 
moderator introduced and explained each scenario, working from a script, while the user read along with 
an identical copy. Before the user began each task they were asked to rate how easy or difficult they 
expected the task to be, on a scale of 1-7, where 1 was very easy and 7 was very difficult. The 
participant was asked to briefly explain their rationale behind their rating. After each task was 
completed, the user was then asked to rate the difficulty of the task again on how easy or difficult the 
task was to actually complete on a scale of 1-7, where 1 was very easy and 7 was very difficult. Again, 
the participant was asked to explain their reasoning behind their rating. 
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During each session, the participant was encouraged to think aloud while completing the tasks. As the 
participant moved through the tasks, the moderator asked about the user’s decisions and actions that 
might lead to new insights or discoveries about the usability of the product. However, other than asking 
for insight into user behavior, the moderator avoided prompting or helping the user in any way to 
simulate a real-life situation. 
 
After the user had finished the four tasks they were asked to complete the System Usability Survey. 
Participants were scheduled with 30 minute breaks between each session. During this time the team 
members collected to debrief, compare notes, offer suggestions for the next session, and prepare the 
testing environment for the next participant. 

Test Environment 
We used a couple of different classrooms but each session was conducted in a similar format. The 
moderator and participant sat at a table in the front of the room while the two observers and the timer 
sat behind, as shown in Figure 1. 

Figure 1: Usability test session set up. 
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Data Collection 
Data was recorded in each session by means of notetaking and recording using Morae. The two 
observers for each session noted participant quotes while Morae was utilized to capture the screen and 
participant’s face. The use of Morae was invaluable in our analysis as it facilitated our ability to view 
participant reactions in direct relation to the content on screen. In addition, our team was able to study 
each session in detail, collecting quotes, observations, and video clips to support our research findings. 
With Morae Manager, we were able to annotate and code the recordings as well as pull out video clips 
that we felt highlighted a certain finding. We used codes to tag quotes, comments, observations, and 
assumptions and noted the finding or topic the code related to. After analyzing each video, we 
summarized the findings from our codes and added them to the data collection table online. We 
exported screenshots and video clips from each session as well to ensure they were available for use 
later on. 

Affinity Diagramming 
After compiling our data, we conducted an affinity diagramming session to group our data and discover 
high level findings. We placed all of our findings on Post-It notes to a whiteboard and categorized them 
based on similarities, following the typical the affinity diagramming approach. A photo of our affinity 
diagramming session can be seen in Figure 2 below. 
 
 

 
 

Figure 2: Affinity diagramming 

This affinity diagramming session resulted in four high level categories, followed by eleven additional 
categories. The high level categories are described here and the eleven additional categories can be 
found in Appendix A: 
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Major Groups 
Lack of Clarity and Misinformation  
 
This is a broad category that covers a lot of the results from our testing. Participants stated that there 
was not much direction and the site required some exploring in order to find what they wanted, which 
often involved clicking around. 3 of the 6 participants said there was too much inconsistency in the 
service. Participants found symbols confusing in many instances and also found some of the 
terminology confusing like “site size” and “site type”. Many participants had a hard time comparing sites 
and determining the difference between two. There was also some confusion when switching between 
views. 
 
Left Navigation Usability 
 
The sequential steps and progression of the left navigation panel was something some participants 
appreciated. However, there were some issues that made it difficult to use. The “more options” table at 
the bottom of the panel was often ignored or given little attention. Many participants often missed an 
item or section of the left navigation which caused issues when they wanted to progress to reserve a 
spot. 
 
Campsite Information 
 
The majority of our participants were interested in campsite details. Many used the pictures provided 
when trying to compare campsites and they frequently noted that the pictures were way too small. A 
few participants said they preferred a campsite close to the water and that they typically look for that 
when they are normally selecting a campsite. Another participant mentioned that she wanted her 
campsite to be more secluded and private. The participants wanted to know more about the sites and 
found it hard to compare sites and understand if they fit their needs just from looking at the information 
provided. The site details were also hard for some participants to find depending on the “Find Sites” 
view they selected. 
 
Positive Attributes Related to the Map View 
 
The map view had several positive attributes that seemed to make it more helpful for many of the 
participants. 4 out of 6 participants explicitly stated that they preferred the map view over the other 
views. One participant noted that the map view was something other reservation sites don’t have. 
Another participant said “this is exactly what I wanted” when he switched to the map view from the list 
view. He later explained that he was a very visual person and the map helped him better understand the 
campsite and its location. Many of the participants liked using the map when they wanted to know 
where the campsites were in relation to other attributes of the surrounding area like water and 
restrooms. Another positive attribute was the fact that the campsite details were more accessible in the 
map view than other views. 
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Results 
Prior to beginning each task, participants were asked to assess how easy or difficult they expected the 
task to be on a scale of 1-7, where 1 was very easy and 7 was very difficult. On average, Task 1 was 
rated 2.6 before completion and 3.3 after completion. Task 2 was rated an average of 2.91 before 
completion and 3.58 after completion. Task 3 was rated an average of 3.625 before completion and 2.33 
after completion. Finally, Task 4 was rated 1.7 before completion and 2.33 after completion. In Task 3, 
two participants were not asked the pre-task rating and in Task 4 one participant was not asked the pre-
task rating. Both of these instances were by fault of the moderator in failing to read directly from the 
script. These averages were calculated only using the number of respondents who provided answers to 
the pre-task questions. In addition, each participant was allowed to choose their own ‘path’ when 
moving forward with the site reservation process. This means that self-reported ratings may have been 
influenced by the path taken by the participant and are not solely reflective of the scenario. Each task 
was designed with similar levels of difficulty in mind when path-finding was the primary area of focus. 
Because of this distinction, we believe these self-reported ratings are valid and representative of the 
difficulty of the site as a whole. 
 
In three of the four tasks, the level of self-reported perceived difficulty increased by an average of 0.63 
points. In task 3 the level of difficulty decreased by 1.295. The reason behind this decrease may be due 
to the order in which tasks were presented to the user. Tasks 1 and 2, which asked participants to use 
two different methods to find campsites, proved difficult, as noted in the increases in self-reported 
difficulty. This may have primed the participant to expect the task to be more difficult due to their 
previous experience with the site.  
 
Overall, participants were able to complete every task, except for one. Participant 2 ran into an error 
message stating that the campsite he was attempting to reserve could not be reserved online during 
Task 2. This was a system error, and not a user error, but it did result in the participant being unable to 
complete the task as assigned. Future participants were asked to locate a different campsite that did 
not prompt the same error. On average, the total number of errors per task was low. Errors were defined 
by the user reaching an error message or missing an element of the reservation process. Task 1 had an 
average of 0.33 errors, Task 2 had an average of 0.5 errors, Task 3 had an average of 0.16 errors, and 
Task 4 had an average of 0 errors. 
 
Following the completion of all four tasks, participants were asked to complete the System Usability 
Survey (SUS). The survey asked each participant to rate the extent to which they agreed or disagreed 
with a statement regarding the tool, where 1 was ‘Strongly Disagree’ and 7 was ‘Strongly Agree.’ Table 1 
describes the individual and average response rates among all participants.  
 
  



 10 

Question P1 P2 P3 P4 P5 P6 Avg. 

I think that I would use this system 
frequently. 

6 4 5 2 4 2 3.83 

I found this service unnecessarily complex. 3 5 1 7 1 5 3.66 

I thought this service was easy to use. 5 4 6 2 6 3 4.33 

I think that I would need the support of a 
technical person to use this service.  

1 1 1 2 1 1 2.67 

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

3 3 6 1 6 2 3.5 

I thought there was too much 
inconsistency in the service. 

5 2 2 7 1 5 3.67 

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

6 5 7 3 6 6 5.5 

I found this service very cumbersome to 
use. 

3 5 1 7 1 4 3.5 

I felt very confident using this service.  4 5 7 3 6 3 4.67 

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

3 3 1 4 1 2 2.33 

 
Table 1: Post-test System Usability Survey 

Some of these ratings appeared to contradict actual participant experiences while using the tool. For 
example, 5 of the 6 participants spent more than 15 seconds searching for a way to proceed after filling 
out the left navigation. However, participants rated the system an average of 4.33 to the statement “I 
thought this service was easy to use” and 4.67 to the statement “I felt very confident using this service.” 
Participant 4 was more critical in his ratings of the service and voiced these frustrations during the 
session. However, without his critical reviews, the average ratings would have been about 0.4 points 
higher. SUS results are not always accurate representations of true participant reactions, as people tend 
to rate more positively. Therefore these SUS findings only tell part of the story of overall site usability 
and we have to also utilize our recorded data to evaluate true usability. 
 

  



 11 

Findings and Recommendations  
We used the following criticality scale to help with our analysis by ranking the findings by criticality 
which is calculated by adding up two scores, severity and the likelihood that the problem will occur. 

Criticality Scale 
Criticality = Severity + Likelihood the problem will occur 
 

Severity Rating Severity 
Description 

Severity Definition 

4 Unusable The user either is not able to or will not want to use a 
particular part of the product because of the way it is 
designed or implemented. 

3 Severe The user will probably use or attempt to use the product, but 
will be severely limited in his/her ability to do so. The user will 
have great difficulty in working around the problem. 

2 Moderate The user will be able to use the product in most cases, but it 
will require a moderate amount of effort to get around the 
problem. 

1 Irritant The problem occurs only intermittently, can be circumvented 
easily, or is dependent on a standard outside of the product’s 
boundaries. Could also be a cosmetic problem. 

Table 2: Severity scale 

Frequency Rating Estimated frequency of occurrence 

4 Will occur >90% of the time the product is used 

3 Will occur 51-90% of the time 

2 Will occur 10-50% of the time 

1 Will occur <10% of the time 

Table 3: Frequency scale 
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Summary 

Finding Criticality Recommendation 

Difficulty proceeding after 
inputting reservation criteria 

6 (3 + 3) Add “search” button below left 
navigation 

Poor usability of left navigation 5 (2 + 3) Center and enlarge left 
navigation on landing page 
Revisit design and contents of 
search preferences table 
Maintain consistency with the 
left navigation 

Hard to compare site 
information 

5 (2 + 3) Significantly increase campsite 
image size 
Comparisons where site 
information can be paired 
against one or two other sites 
on the same page 

Participants heavily favored 
search flow using a map over a 
list or calendar 

4 (1 + 3) Open map directly after 
searching based on criteria 
Improve site findability at 
highest level of map view by 
adding search bar to map 
Make legend more accessible 
and visible 
List view below map 

Table 4: Summary of findings and recommendations, with criticality rating included. 

Detailed Findings and Recommendations 
At a high level, we grouped findings under four main issues:  
 

1. Difficulty proceeding after inputting reservation criteria 
2. Poor usability of left navigation 
3. Tedious campsite comparisons  
4. Heavy preference of the map view over the list or calendar view. 
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1. Difficulty proceeding after inputting reservation criteria 
The first major issue our participants struggled with was proceeding with the reservation after 
specifying their reservation details on the left hand side of the page. In fact, 5 out of 6 of our 
participants spent more than 15 seconds attempting to locate the “Find Sites” options to search. Two of 
these participants required additional prompting after giving up on their hunt for a way to proceed. 
Participants struggled to recognize that the “Find Sites” options, “On a Map”, “In a List”, or “On a 
Calendar” would search based on their criteria from the left, as shown in Figure 3. 
 
 

 
Figure 3: Landing page of the Washington State Parks Reservation Service. 

As participants attempted to move through the process, several participants verbalized their difficulty 
by stating “I’m having trouble finding the ‘Find a Site’ option”, “I’m assuming there should be a reserve 
button” and “I was kind of expecting that the, like, “Go” option would be down here”. We identified the 
severity of this issue as a 3 because of the difficulty nearly every participant had with this task. These 
ratings result in an overall criticality score of 6 for this issue (see Tables 2 and 3 at the beginning of the 
section for details of the criticality scale). To address this issue, we strongly recommend adding a 
search button under the left navigation. We will discuss a revised task flow below to eliminate confusion 
with the three “Find Sites” buttons.  
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2. Poor usability of left navigation 
Moving forward, the second issue participants regularly faced was that they struggled with the left 
navigation, primarily after selecting a “Find Sites” option. The only consistent difficulty with the left 
navigation before selecting a “Find Sites” option is the search preferences table, located at the bottom 
of the left navigation. This table only displays 3 preferences unless expanded. If participants weren’t 
interested in the 3 displayed preferences, they moved past the table without selecting “More Options…” 
We think this may have occurred because it does not look like a typical button that would expand the 
table. One participant stated, “Don't need any of that other stuff" in reference to “Equestrian” and “ADA 
Only”, and moved on. Within this hidden “More Options” section are options such as “Pet Friendly,” 
“Water Service,” as well as the ability to filter based on fee level.  
 
Once a search option is selected, the left navigation changes, which made our participants feel like they 
needed to verify their information again, even though they just filled it out. In Figure 4, you can see an 
image of the left navigation before searching and after searching.  
 

                        
 Figure 4: Left navigation before searching  Figure 5: Left navigation after searching 
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With these additions to the left navigation, each “Find Sites” view effectively consisted of two different 
reservation flows, where participants were not sure where they were supposed to follow. To elaborate, a 
user could make a reservation either through a map, list, or calendar, or by selecting fields on the left 
navigation and clicking the blue reserve button while referring to the map, list, or calendar. Figure 6 
shows a scenario where participants could continue to fill out the left navigation, or use the calendar on 
the right to reserve a site. 
 

 
Figure 6: Calendar view for reserving a campsite. 

 
In response to these navigational flows, Participant 4 claimed "Oh and then it makes me fill out 
everything on the left if I want to reserve it. That's weird” and “now there's a reserve button down there, I 
have no idea why that wasn't there the first time.” In addition to information navigation, this reserve 
button was a source of confusion for 5 out of 6 of our participants, who attempted to select this 
illuminated button prematurely.  
 
Overall, we identify this issue as a severity 2 and frequency 3, resulting in a criticality score of 5 (see 
Tables 2 and 3 at the beginning of the section for details of the criticality scale). To address this issue, 
we recommend several changes. First, center and enlarge the left navigation on the landing page. Since 
filling out reservation information is the primary function of the landing page, users would immediately 
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know how to begin. Once the user reaches the bottom of the form, they should be met with a “search” 
button as prescribed from issue 1. Second, revisit the design and contents of the search preferences. 
Information that participants were interested in, such as proximity to water or restrooms, shade, or 
privacy was not included under search preferences. Third, maintain consistency with the left navigation 
from the landing page throughout their reservation process by not adding additional fields or elements 
after clicking “search.” This change would improve user trust in the system and eliminate confusion 
with the prematurely illuminated reserve button. 

3. Tedious campsite comparisons 
The third major issue we uncovered was the amount of effort participants had to expend in order to 
compare individual campsites. Every participant noted that site location was important to them and 
spent time searching for a site that suited their location preferences. The system aggravated their 
search in several ways. Initially, small site images make comparing sites side-by-side nearly impossible, 
shown in the Figure 7 below. 
 

 
   Figure 7: List view for a campsite grouping within a campground. Small campsite images made 
   comparing two sites very difficult. 

 
Moreover, the limited filtering criteria means that users are shown many unsuitable sites that they must 
wade through to locate appropriate sites. Finally, to actually compare sites, participants had to click 
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through site numbers individually, attempting to memorize site information, and compare it to the next 
site they opened. One participant noted after this process, “It would have been nice to easily visualize 
where the campsites are in the park to know that we’re in a relatively good location”. 
 
To categorize this issue, we classify the severity as a 2, and frequency as a 3, resulting in a total 
criticality of 5. One simple change to address this issue would be to enlarge campsite images, both in 
the site information pop-up and in the list view. However, we recommend thinking about the addition of 
a side-by-side comparison view, where two or three sites can be seen next to each other. Along with 
these recommendations, improving the search preferences as prescribed from issue 2 could ease users’ 
experiences at the site selection stage. 

4. Heavily favored the map view over the list or calendar view 
The final major issue that arose from our testing was participants’ strong preference for the map view 
over the list and calendar views. Both the list and calendar lack contextual information about the 
campground that the map provides (i.e. proximity to restroom, water, etc.). One participant noted from 
the list view, “I don’t really like this as much as the map one… they all kind of look the same from this 
list, I wouldn’t really know which one to click” in reference to the small site images. This combination 
make selecting a suitable location quite difficult through either of these viewing methods. 
 
Furthermore, the calendar presented some problems of its own. Even though the calendar symbols are 
described at the top of the page, participants were often confused by the large quantity of symbols 
being presented. A common confusion came from the indiscernible difference between “Does not match 
search criteria” and “Restrictions”, as shown in Figure 8. In addition to struggling with symbols, 5 out of 
6 participants attempted to select the symbol to open site information. Opening site information from 
the calendar was so unintuitive to participants that 2 of those 5 never opened a site’s information to 
make a selection. Instead they filled out the left navigation and pressed reserve without ever seeing 
details of the site they reserved. After using either the list or calendar view, 4 of 6 participants explicitly 
noted favoring the map over other views. 
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   Figure 8: Calendar view for reserving a campsite. 

 
Ultimately, we rated this issue as a severity 1 and frequency 3, resulting in a total criticality of 4. The 
severity is rated as such since participants have the option to avoid the list and calendar views. To 
address this issue, we recommend opening the map by default after clicking the “search” button 
prescribed from issue 1. This map view will display location based on the criteria the user defined in the 
left navigation. Even though participants favored the map, a couple minor issues arose that we have 
suggestions for. First, adding a search bar on the map would help users locate campgrounds on the 
regional view instead of hunting for the name. Second, make the legend more accessible and visible. 
Many participants struggled to discern the map’s symbols and half didn’t even locate the legend button. 
Below this default map, a list view could be displayed to provide more organized information, but on the 
same page as a map for location-based decision making. It may be worthwhile to remove the calendar 
view from the site altogether with the amount of confusion it causes. In the end, we feel that adjusting 
based on these recommendations will improve the user’s experience while searching for a site. 
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Conclusion 
The online system for reserving camping spots and more on the Washington State Parks website 
provides a convenient and easy way for users to secure a spot in advance. However, the reservation 
system’s accessibility is impeded by a poor user flow and information architecture layout, and causes 
problems for first time users and experienced users alike. Our testing and analysis have allowed us to 
pin-point these particular “pain points” where users struggle, get lost, or are confused. It is our hope that 
the results of this study can guide future studies on the site, and may be utilized in tandem with a web 
designer to be integrated into future releases of the Washington State Parks’ website. 
 
While this study was created and conducted in a professional setting under the guidance of an 
experienced user researcher and modeled after successful testing techniques, it is important to 
remember that the results shown here represent merely a very small portion of actual users, and should 
be not be considered definitive fact without further work and study.  
 
Each participant signed a consent and release form indicating their permission for us to record audio, 
video, and written notes for the testing and analysis. The content of this report and any supplemental 
material should be considered private, and we have done the best of our abilities to protect our 
participant’s identities and their right to remain anonymous in this study. We ask that this report remain 
within the Washington State Parks system, and that if you should come across any personally 
identifiable information that we might have missed, that you respect this agreement and maintain their 
anonymity.  
 
Finally, as outdoor enthusiasts and native Pacific Northwesterners, it has been a pleasure working with 
such a valuable tool that enables so many to secure safe, cheap sites for engaging in outdoor activities 
in Washington State. We hope to continue to see the development and growth of this system and all of 
the Washington State Parks website as a definitive source for learning and exploring our home state.  
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Appendix A: Affinity Diagramming Additional 
Categories 
 
The Calendar is Difficult 
Some of our participants stated that they didn’t like the calendar. The calendar caused confusion and 
many participants were not sure where the campsite information was located in the calendar view.  
 
Negative Attributes Related to the Map View 
The map view also had some negative attributes. The map view started at state view which we found 
was difficult for participants to interact with when they were unfamiliar with where various areas were in 
the state. There were some regions of Washington that were ambiguous which made it hard for 
participants to locate the campsite location described in the task. There wasn’t a clear way to zoom in 
or out of the map view which also made the map difficult to interact with. 
 
Reserve Button Findability 
A lot of our data included observations and comments about the reserve button and the ability to 
interact with it. Often times there wasn’t a reserve button visible and so some participants noted that it 
was difficult to find an “action” button or a button that would allow them to progress to the next step in 
the reservation process. In some cases, there was an illuminated reserve button but it was often 
disabled and would display a red crossed out symbol on the mouse if the participant tried to click it. 5 
out of 6 participants found the illuminated reserve button misleading. 
 
Expectations from Other Sites 
Some of our data consisted of points related to other sites. Participant 6 thought the calendar wasn’t as 
helpful as he thought it should be. Another participant thought the cart holding his reservations was a 
feature similar to other sites and so therefore he was already familiar with the concept. Participants 
also mentioned that the map feature seemed similar to other sites and they were familiar with locating 
things on a map. 
 
Lack of Trust 
Some participants mentioned that they weren’t sure if some of their selections or site requirements 
would stay selected. A few also mentioned that they weren’t sure if the availability information about 
the campsites was accurate. One participant seemed surprised when their site requirements were saved 
when they went to modify that reservation. 
 
Cart Findability 
The location of the cart feature was sometimes hard for the participant to find and sometimes they 
required help or some guidance in order to find it. Many of the participants seemed familiar with the 
concept once they did find it. 
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Poor Visibility of Error Messages 
There were some instances where the site provided an error message but the participant failed to 
recognize it. The error text was often hard to see and error messages were not very visible. 
 
Content Overload 
One participant noted that there were too many words on the webpage. Participant 2 said there were a 
lot of words which made it less intuitive for him, which may have been related to the fact that he 
categorized himself as a visual person. 
 
Ease of Use and Efficiency 
Some participants were hesitant to admit that the service was difficult to use. One participant said “well 
I said this would be easy” when struggling with the transition from the left navigation panel to the find 
sites option. Another participant said the second task should be easier since they had done it before 
indicating that there was some sort of learning curve. Many found the system complex at first but easier 
to use once they figured out how to use it. Typically after Task 1, or their initial use, participants felt like 
it was not like they had expected it to be. Many seemed surprised by the complexity after completing 
the first task and even after the second task many still found it inefficient and time consuming. 
 
Use of Quick Dates 
Many of the participants ignored the quick dates option. They selected the date range on the calendar 
because some said they thought quick dates were weekends. One participant said he expected to see a 
calendar view when he selected quick dates and felt the need to validate his quick dates selection by 
looking at the calendar to confirm. 
 
Site Availability 
A few participants mentioned that they were concerned about site availability particularly on weekends. 
A few participants also pointed out that some sites were marked as non-reservable. 
 
Positive Attributes Related to the List View 
Some participants liked the list for high level site selection because it provided them with a clear view of 
all of the options. 
 
Participant Characteristics 
Throughout each session, we noticed there were some common characteristics across participants and 
some traits that seemed to reveal some of their needs and interests. One participant noted that he often 
just shows up to campsites and hopes there is one available and another mentioned he never makes 
campsite reservations. One participant said he likes to see all of the available campsites when he shows 
up so that he can pick one that fits his needs. One participant explained that he is a very visual person 
and he prefers pictures over words when trying to determine which campsite to select. 
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Appendix B: Usability Test Kit 

Pre-test Questionnaire 
 
1. On a scale of 1-5, how would you rate your own expertise as a camper? 1 defines an inexperienced 

camper who rarely camps, and when they do they often consult others for camping advice. 5 defines 
an expert camper who camps frequently and often provides camping advice to others. Can you tell 
me why? 

 
2. When was the last time you made an online reservation or used a website to make a reservation? 
 
3. How often do you make campsite reservations? 
 
4. When you make a reservation, what is the party size that you make the reservation for? 
 
5. Have you ever used the Washington State Parks Reservation Service to make a reservation? If so, 

how did you do it (phone, online)? 
 
6. Have you made a reservation using another service? If so, tell me about your experience with it. 
 
7. Briefly describe the last time you went camping.  
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Consent & Recording Release Form 
  
I agree to participate in the study conducted and recorded by the Parks of Washington Encampment 
Researchers (POWER). This study entails performing reservation tasks using the Washington State 
Parks Reservation Service (WSPRS) while the researchers observe and take notes. 
  
I understand and consent to the use and release of the recording by Parks of Washington Encampment 
Researchers (POWER). I understand that the information and recording is for research purposes only 
and that my name and image will not be used for any other purpose. I relinquish any rights to the 
recording and understand the recording may be copied and used by Parks of Washington Encampment 
Researchers of Washington without further permission. 
  
I understand that participation in this usability study is voluntary and I agree to immediately raise any 
concerns or areas of discomfort during the session with the study administrator. 
  
Please sign below to indicate that you have read and you understand the information on this form and 
that any questions you might have about the session have been answered. 
  
 

Date: _________ 

 
Please print your name: ____________________________________________________   

Please sign your name: ____________________________________________________   

  

 
 
 
 
 
 
 
 Thank you! 
  
We appreciate your participation. 
  
Kendall, Greg, Ian and Megan 
Kavery1@uw.edu | grobison@uw.edu | mhodge16@uw.edu | ianmpal@gmail.com 
 

mailto:Kavery1@uw.edu
mailto:grobison@uw.edu
mailto:mhodge16@uw.edu
mailto:ianmpal@gmail.com
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Facilitation Scripts 
 
Thank you for agreeing to take part in our research study. My name is Kendall, and this is Greg. Ian and 
Megan. Our team is interested in learning how users reserve campsites using the Washington State 
Parks Online Reservation service. Before we begin, do you have any questions? 
 
For the duration of the session, I’ll be working from a script to ensure that my instructions to everyone 
who participates in the study are the same. 
 
At this point, we have a consent form we would like you to take a look at and sign. This just gives us 
your consent to film and record this session. We will not distribute this video outside of our class.  
 
(Read and sign consent form) 
 
Thanks. 
 
During the session, I will ask you to use the web site to do a variety of things while Greg, Ian and Megan 
will be observing. As you do these things, please try to do whatever you would normally do.  
 
While completing the tasks, try to think out loud while you’re working. Just tell me whatever is going 
through your mind. Don’t worry, we can remind you if you forget. This is very helpful for us to understand 
your thought process as you complete the tasks. 
 
Please know that we’re not testing you, we are only testing the system. There are no wrong answers, 
and if something doesn’t work the way you expect it to it is the system’s fault, not yours. 
 
Just so you know, we are independent researchers who had nothing to do with the design of the site 
you’re about to try out, so please be honest in your feedback. You can’t hurt our feelings, and it’s 
important that we know exactly what you think, not what you think we want to hear.  
 
The whole session will take about 30 minutes. 
 
Do you have any questions before we begin? [Answer any questions.] 
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Scenarios: 
 
Great, let’s get started with our first task. You can read along as I describe the scenario: 
 
Task 1:  
 
You’re planning a camping trip for you and your three best friends. You’ve decided to use the 
Washington State Parks Reservation service to make sure that you have a campsite ready when you 
arrive. You’re looking for a site over Fourth of July weekend and you want to camp at Sun Lakes, a resort 
in Northeast Washington so that you can catch one of the big fireworks shows after your trip. Go ahead 
and show me how you might go about setting up this reservation.  
 
Pre-task Question: 
 
Before we begin, how easy or difficult do you expect this task to be, on a scale of 1-7, where 1 is very 
easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why do you give it that rating? 
 
Notes: 
 
Post-task Question: 
 
Great! Now that you’ve completed this task, how easy or difficult was it to actually complete this task, 
on a scale of 1-7, where 1 is very easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why did you give it that rating? 
 
What did you enjoy about completing this task? Why? 
 
What was difficult or frustrating about completing this task? Why? 
 
Thanks for your feedback. Here is the scenario for your second task:  
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Task 2: 
 
Another friend reaches out and invites you to camp with her and her family. Her family has an RV and 
the six of you, plus her golden retriever Buddy, are going to camp at Lake Wenatchee in Northeast 
Washington on Labor Day Weekend, September 3-5. She asks you to make the site reservation since she 
doesn’t have access to the internet right now. Go ahead and show me how you can set up this 
reservation using one of the other methods to find sites. 
 
Pre-task Question: 
 
Before we begin, how easy or difficult do you expect this task to be, on a scale of 1-7, where 1 is very 
easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why do you give it that rating? 
 
Notes: 
 
 
 
 
 
Post-task Question: 
 
Great! Now that you’ve completed this task, how easy or difficult was it to actually complete this task, 
on a scale of 1-7, where 1 is very easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why did you give it that rating? 
 
 
What did you enjoy about completing this task? Why? 
 
What was difficult or frustrating about completing this task? Why? 
 
Great! Here is your scenario for question three:  
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Task 3: 
 
You and your friends decide to modify your reservation on Fourth of July weekend to include more 
friends. Now 8 of you are looking to camp together, and you’re bringing with you three tents. Show me 
how you can modify this reservation. Please use the third method to find this site.  
 
Pre-task Question: 
 
Before we begin, how easy or difficult do you expect this task to be, on a scale of 1-7, where 1 is very 
easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why do you give it that rating? 
 
Notes: 
 
 
 
 
 
 
Post-task Question: 
 
Great! Now that you’ve completed this task, how easy or difficult was it to actually complete this task, 
on a scale of 1-7, where 1 is very easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why did you give it that rating? 
 
What did you enjoy about completing this task? Why? 
 
What was difficult or frustrating about completing this task? Why? 
 

Good, here is your final task:  
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Task 4: 
 
You and your [brother/sister] are planning a weekend (choose any weekend) trip together to Deception 
Pass to bond and get away from social media. You’re bringing a tent, and want to make sure there’s no 
Wi-Fi to pose distractions. Please demonstrate how you would make this reservation. 
 
 
Pre-task Question: 
 
Before we begin, how easy or difficult do you expect this task to be, on a scale of 1-7, where 1 is very 
easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why do you give it that rating? 
 
Notes: 
 
 
 
 
Post-task Question: 
 
Great! Now that you’ve completed this task, how easy or difficult was it to actually complete this task, 
on a scale of 1-7, where 1 is very easy and 7 is very difficult: 
 
1 --- 2 --- 3 --- 4 --- 5 --- 6 --- 7 
 
Why did you give it that rating? 
 
What did you enjoy about completing this task? Why? 
 
What was difficult or frustrating about completing this task? Why? 
 
(Complete Post-test Questionnaire) 
 
Thank you so much for your participation in this study. We really value the input you were able to 
provide for us today!  
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Post-test Questionnaire 
 
Please answer the following statements with the level of agreement that most accurately reflects your 
feeling. 
 
1) I think that I would like to use this reservation service frequently. 

 

1 2 3 4 5 6 7 

   Strongly                                                                                                               Strongly 
   Disagree                                                                                                                 Agree 
 

2) I found the service unnecessarily complex. 

 

1 2 3 4 5 6 7 

     Strongly                                                                                                               Strongly 
     Disagree                                                                                                                 Agree 
 

3) I thought the service was easy to use. 

 

1 2 3 4 5 6 7 

     Strongly                                                                                                               Strongly 
     Disagree                                                                                                                 Agree 
 
4) I think that I would need the support of a technical person to be able to use this service. 

 

1 2 3 4 5 6 7 

   Strongly                                                                                                               Strongly 
   Disagree                                                                                                                 Agree 
 

5) I found the various functions in this service were well integrated. 

 

1 2 3 4 5 6 7 

    Strongly                                                                                                               Strongly 
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    Disagree                                                                                                                 Agree 
6) I thought there was too much inconsistency in this service. 

 

1 2 3 4 5 6 7 

   Strongly                                                                                                               Strongly 
   Disagree                                                                                                                 Agree 
 

7) I would imagine that most people would learn to use this service very quickly. 

 

1 2 3 4 5 6 7 

    Strongly                                                                                                               Strongly 
    Disagree                                                                                                                 Agree 
 

8) I found the service very cumbersome to use. 

 

1 2 3 4 5 6 7 

    Strongly                                                                                                               Strongly 
    Disagree                                                                                                                 Agree 
 

9) I felt very confident using the service. 

 

1 2 3 4 5 6 7 

   Strongly                                                                                                               Strongly 
   Disagree                                                                                                                 Agree 
 

10) I needed to learn a lot of things before I could get going with this service. 

 

1 2 3 4 5 6 7 

   Strongly                                                                                                               Strongly 
   Disagree                                                                                                                 Agree 
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Data Collection Methods 
 

 Task 1 Task 2 Task 3 
Can the user accomplish the task(s) without help?       

Of types of tasks, which is most successful       
Time to complete       
How many questions did they ask?       
Notes       
What are the major pain points of the system?       

What the pain point is       
Rank pain points (for us)       
Notes       
Is a first-time user able to reserve a campsite?       

Time to complete       
How many questions did they ask?       
Where did they stumble       
Notes       
Is a user able to view an existing reservation?       

Notes       
Is the user able to find an open site on a 
list/map/calendar? 

      

Notes       
Do participants tend to choose one method over 
another when given an open-ended reservation 
task? 

      

Note tendencies for first task route selection       
Notes       
How closely does the organization and flow of the 
site match travelers’ expectations? 

      

Familiar services user is comparing to       
Specific features familiar/missing/unfamiliar       
Notes       
What questions do users ask as they work through 
their reservation? 

      

Record questions they ask       
Point in task where question comes       
Why question was asked       
Notes       
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How do users feel about how long it takes them to 
complete an online reservation, both the perceived 
time and number of steps? 

      

Record perceived time       
Record actual time       
Record user opinions on perceived vs. actual       
Notes       
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