Documented Walkthrough with User (Aged 21)
Below is a transcript/note taking of a user obtaining a covid pass based within the target audience (18-25). This user had to obtain the pass through a mobile device and navigating to the NHS Covid pass application online. *Red Text – Observer*
What are your initial thoughts on the navigation?
“I Hate it! It feels so overly complex, I do not understand why they would make it like this. There is either too much information on the screen or not enough; there is no balance. The navigation feels really awkward. I found myself having to backspace quite often to actually navigate to the place I desired.”
How did you find the access to information?
“The information was extremely difficult to find. There are way too many pages/slides that make the whole process feel confusing. Not only is it hard to FIND the information, sometimes I’m provided with too much information, or too little, there is no structure, familiarity, or much consistency.”
What did you like about the application?
“The Colours are quite nice, I like that the application runs OK on the device (what I mean is that I didn’t encounter any issues with efficiency or slowness). I like that there are security implementations in place, although they do not work really well, they ensure I get my covid pass, and no one else could get my pass.”
What did you dislike about the application?
“The video security check did not work for me a few times. I had to repeatedly re-do this stage due to this. The entire process just felt like it was way longer than it should have been. Other things I disliked were the navigation, the lack of consistency and the other issues I have already mentioned.
I really dislike how this application feels like it is targeted at a younger audience. I know people like my nan or bampa would really struggle with trying to get a covid pass since they don’t really understand technology. This means they could be forced to not go tom events or travel even if they’ve had their vaccinations due to this difficulty.”
Are there any improvements you could suggest?
“There are so many suggested improvements I do not even know where to start. The navigation needs to change, the ability to find relevant information needs to be improved. There needs to be less slides/navigation elements and the whole process needs to be clearer. This technology has clearly been rushed and not a lot of thought has gone into the actual design of the application.”
Do you feel satisfied with your experience?
“In the end, I was able to obtain my covid pass. Even though this was the required outcome, a lot of other issues were clear which left me unsatisfied. Things such as trying to find specific information was extremely difficult/impossible to find without guidance. The whole process felt like it took a lot longer than necessary.”
On a scale of 1 to 5, 5 being the best and 1 being the worst, what would you rate this application and why?
“I would rate it a 2. Simply based on what I’ve previously said. It just feels so overly complex for such a simple request. I’ve been brought up with technology and even I struggled. I have no idea how others might suffice, especially the older generation.”
