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Executive Summary

What we did
We designed and conducted an evaluative usability study of Seattletraffic.org, with the goal of understanding how effective this 
website is in conveying the required information to users in order to give them the tools to ease their commutes, especially through 
downtown.

Who and How we tested
We recruited 7 participants who commute through Seattle at least once a week using either transit, bicycle, ferry or a combination of 
two or more modes of transportation. We asked the participants to perform 5 tasks on the website to interact with specific features.

In addition to taking notes on participants’ responses, we recorded their interactions and expressions using screen capturing software. 
Other data collected included pre- and post-test questionnaires and subjective ratings from the participants on Seattletraffic.org’s 
features and overall value.
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Executive Summary - Critical Findings and Recommendations

Show a timeline of major projects.
Customizable filters.
Resources should be “succinct and upfront.”

There is too much information on the homepage.

Remove this page

The Current Traffic page appears to be targeted to 
people who drive.

Offer filters customizable to style of commute.
Provide more detailed descriptions and comparisons.
Provide dropdown menus, horizontal scrolling, or both.

Tools Page: Too many options and unclear descriptions.

Make the legend more noticeable and more detailed.
Focus alerts on traffic impact.
Change the name to something more relatable.

The Traveler’s Map is not easy to understand.

Offer customizable text alerts.
Give page greater visibility and/or combine Twitter feed.
Reduce the amount of text.

Email alerts is not the preferred way for notifications.

Currently the website is 7th on the 2nd page on Google
Search results, SEO optimization will increase the 
discoverability of the site.
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Executive Summary - High Performing Features
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Post data analysis, the below mentioned features were found more useful comparitively by participants. Investing time and capital in 
these features will increase their utility in the long term for the commuters:

5 /7
Participants said they liked the 
cameras on the Traveler’s Map

3 /7
Participants said they liked the blog 
posts.

3 /7
Participants said they liked the 
visual design of the website

2 /7
Participants said they liked the 
Twitter feed



Overview

This project was undertaken at the behest of the Seattle Department of Transportation (SDOT). For a period of two to five years, 
Seattle will be experiencing a series of construction projects aimed at easing traffic and improving various parts of the city. However, 
during this time, traffic will be constricted and is expected to worsen, for the purposes of this study, it will be called as the Seattle 
Squeeze. In anticipation, SDOT has rolled out a new website, www.seattletraffic.org. The objective of this website is to provide users 
with commute information that can aid them in changing their behavior to improve not only their commute, but the commutes of 
everyone in the region. The aim of this study is to determine how effective this website is in conveying the required information to 
users in order to give them the tools to ease their commutes, especially through downtown.

Research Questions
SDOT stated that the purpose of this website is twofold: first, to inform the public of upcoming changes to traffic patterns in the 
region; and second, to encourage commuters to change their behavior to decrease the number of vehicles on the road. Our goal as 
researchers was to assess whether or not the website is successful in achieving these goals. To that end, we developed the following 
research questions:

Are downtown commuters able to easily locate and access the transit planning information they need on the website?

Are the tools and information presented on the website enough of a catalyst to help commuters change their commuting behavior?

Are users willing to make the switch to new tools, if those tools would ease their travel?
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What expectations do users have for a website that purports to contain this type of information?

Is the website easily accessed and navigated on mobile platforms?

By constructing a series of tasks that seeked to answer these questions, our team evaluated the effectiveness of the current design of 
the website and made appropriate recommendations.

Project Scope
We restricted our testing for this study to solely the information on the Seattletraffic.org website. The website is a data-aggregation 
platform that serves as a central nexus for links to other apps and sites. It was difficult to design evaluative tasks for users, because 
many logical tasks that real-world users would want to undertake would lead them to a resource that was not under SDOT’s purview. 
So, many of our tasks ask users to simply discover these resources, and not to assess their usability. Additionally, even in cases where 
certain tools were accessible within the website, we were asked to focus only on those over which SDOT has direct control, such as 
the Traveler’s Map and Projects & Construction Coordination Map. 

Participants
SDOT identified their target demographic as anyone who commutes to or through downtown Seattle at least once a week. We further 
refined this to the following three exclusionary traits:
- Participants must be over the age of 18.
- Participants must commute to or through downtown Seattle at least once a week.
- Participants must own a smartphone. 5



To recruit people, we created a survey on Google Forms and released it through SDOT’s many social media channels, as well as 
through our own personal networks. We received 121 responses, from which we culled a list down to 10 people. Of those 10, two 
were selected for a pilot study, five were selected for the actual study, and three were held as alternates. 
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Methods

In order to create a task list that would answer our research questions, our team first created an interaction map of the website. 

Fold 1:
 Text        Menu
 Is your bus route changing?
Fold 2:
 Learn more
 Text.
Fold 3:
 Learn more about Seattle Squeeze. Goes to about page.
 Text
Fold 4:
 Text
 Current Traf˜c Times. Current traf˜c page
 Text
Fold 5:
 Read our Latest News. Blog page
 Twitter feed
Fold 6:
 Text
 View Questions & Answers FAQs page
Fold 7:
 Text
Fold 8:
 Text
Fold 9:
 YouTube Video
Fold 10:
 Latest blog posts.
  Read more
  .
  .
  Read more (10)
Fold 11:
 Subcribe to Alerts Subcribe.

Fold 1:
 Text
 On March 23, the downtown Seattle
 Transit Tunnel will become light rail only. --> King County.gov Service Change
Fold 2:
 Text.
Fold 3:
 Seattle Squeeze Fact Sheet --> 
 Seattle Squeeze Postcard -->
Fold 4:
 Text
 Transportation system monitoring and managing of real-time traf˜c operations
 Managing Construction projects in public rightofway
 Reducing drive-alone trips downtown
Fold 5:
 Investing in transit to meet demand and expand access
 Coordinated regional communications
 View Tools and Resources. Tools page.
 3rd Ave Transit Improvements.
 
Fold 6:
 New 5th/6th Transit Pathway
 King County Metro Service Change begins March 23, 2019 
Fold 7:
 Reducing drive-alone trips downtown
 Managing Construction projects in public rightofway
Fold 8:
 Transportation system monitoring and managing of real-time traf˜c operations
 Investi1ng in transit to meet demand and expand access
Fold 9:
 Text
Fold 10:
 Text
Fold 11:
 Go to Tools. Tools page
 Subscribe to Alerts. Subscribe

Fold 1+2+3:
 Table INBOUND TO DOWNTOWN (Minutes)
  Non responsive Google map with slow moving traf˜c
Fold 4+5+6:
 Table  OUTBOUND FROM DOWNTOWN (Minutes)
  Non responsive Google map with slow moving traf˜c

Post1 Post 2
.
.
.
.
.
.
.
Post 7 Post 8

Next Page 1 2 3

Contact
 Phone Number
 Email

Fold 1:
Text

Fold 2:
 Traf˜c Tools
  Travellers Map
Fold 3:
  Project and construction coordination Map
Fold 4:
  WSDOT
  Waze
Fold 5:
 Trip Planning and Transit
  King County Trip Planner
Fold 6:
  Sound Transit Trip Planner
Fold 7:
  One Bus Away
  Transit 
Fold 8:  
  City Mapper
Fold 9:
  Moovit
  Google Maps
Fold 10:  
  Transit Tracker
Fold 11:  
  Transit Go
Fold 12:  
  Tripshot  
  ORCA Card
Fold 13:
 Bike and Car Share
  Lime
Fold 14:  
  Jump
Fold 15:
  car2go
Fold 16:
  Zipcar
  ReachNow
Fold 17:
 Carpool
  RideShare/Vanpool
Fold 18:
  Scoop
Fold 19:
  Waze Carpool
Fold 20:  
  iCarpool
Fold 21:  
  Pogo
 Parking
  Pay By Phone
Fold 22:  
  e-Park
Fold 23:  
  DowntownSeattleParking.com
Fold 24:  
  GarageHop
Fold 25:
 Ride hail
  Lyft
Fold 26:  
  Uber
  ReachNow
Fold 27:  
  Moovn
Fold 28:  
  Yellow Cab
  Flywheel
Fold 29:
Got a question for us?
 Link to Email
Recent posts
 Link to Blog Posts
Fold 30-40:
Regional Traf˜c Update
 Embedded Twitter feed
 Embed (link)
  View on twitter

Fold 1:
Text
Fold 2:
March 23 Service Change- Downtown street & Transit Changes.
 The data in WSDOT™s report comes from the full closure of the Alaskan Way Viaduct from April 29 through May 8, 2016.  --> PDF
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Freight Maps
 WSDOT Published a set of maps --> PDF
 three-week SR 99 closure --> WSDOT Realign99 page
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Fold 3:
The Travellers Map
 Travellers Map --> SDOT Travellers Map 
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Fold 4:
Project and Construction Coordination Map
 Project and consruction Coordination Map --> SDOT interactive Map
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Seattle Parking Map
 Seattle Parking Map --> Seattle.gov Parking map
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Seattle Bike Map
 Seattle Bike Map --> Seattlecitygis.map BIKEMAP
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Commute Portal
 Commute Seattle™s Commute Portal --> commuteseattle.com commute portal
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>
Fold 1:
WSDOT Traf˜c and Cameras
 Commute Seattle™s Commute Portal --> commuteseattle.com commute portal
 Related Posts
  Post 1 Post 3 Post 3
  <<Post4 Post5>>

Current Traf˜c Data

Q1.

Q2.

Q3.
 Seawall Project --> waterfrontseattle.org Seawell page
 The Seattle Multimodal
 Terminal at Colman Dock Project --> WSDOT Ferries
 Waterfront Seattle --> waterfrontseattle.org HOME page

Q4.
 99stepforward.com

Q5.
  off-ramp to a new Alaskan Way street --> Image 

Q6.
 Click here to visit King County Metro™s 
 new Get Ready website --> SR 99 Closure King County Website 

Q7.
 Tools

Got a question for us?
 Email link

<< BLOG POSTS >>

Contact
 Phone Number
 Email

Subscribe to Alerts

Seattle Department of Transportation
 Follow SDOTtraf˜c (Twitter)
 Follow seattledot (Twitter)
 Follow TheStreetcar (Twitter)
 Follow SDOTbridges (Twitter)
 Tweets by @SDOTtraf˜c
 Embedded Twitter feed
 Embed (link)
  View on twitter

Washington State Department of Transportation
 Follow wsdot-traf˜c (Twitter)
 Follow wsdot (Twitter)
 Follow wsferries (Twitter)
 Follow BerthaDigsSR99 (Twitter)
 Tweets by @wsdot-traf˜c
 Embedded Twitter feed
 Embed (link)
  View on twitter

King County Metro
 Follow kcmetrobus (Twitter)
 Tweets by @kcmetrobus
 Embedded Twitter feed
 Embed (link)
  View on twitter

Of˜ce of the Waterfront and Civic Projects
 Follow WaterfrontSea (Twitter)
 Tweets by @WaterfrontSea
 Embedded Twitter feed
 Embed (link)
  View on twitter

Sound Transit
 Follow Soundtranst (Twitter)
 Tweets by @Soundtransit
 Embedded Twitter feed
 Embed (link)
  View on twitter

WSDOT Ferries
 Follow wsferries (Twitter)
 Tweets by @wsferries
 Embedded Twitter feed
 Embed (link)
  View on twitter

Commute Seattle
 Follow CommuteSeattle (Twitter)
 Tweets by @CommuteSeattle
 Embedded Twitter feed
 Embed (link)
  View on twitter

Port of Seattle
 Follow PortofSeattle(Twitter)
 Tweets by @PortofSeattle
 Embedded Twitter feed
 Embed (link)
  View on twitter

Contact
 Phone Number
 Email

HOME ABOUT BLOG TOOLS MAPS Q & A PARTNERSCURRENT TRAFFIC

Legend:
Button

Picture of Buttons

Link

Text

Page it Leads it to.

SDOT WEBSITE USER FLOW
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Task List
Following the interaction map, we individually completed cognitive walkthroughs of the site to determine what tasks were possible 
with the current design. We compared our own experiences with the project goals outlined by SDOT, using those findings to generate 
a list of tasks for users. Since one of our research questions purported to determine the usability of the site on mobile platforms, we 
decided to test exclusively on smartphones.  We settled on five tasks that spoke directly to our research questions:

Task 1: Explore the website
We asked users to take a few minutes and lightly skim through the material on as many pages as possible. This allowed us to address research 
questions regarding user expectations versus reality, as well as determine ease of access on a mobile device.

Task 2: Locate resources that can identify issues related to your current commute
Participants were tasked with locating up to three tools that could help notify them of potential issues that might require them to make short-term 
changes to their commuting behavior. Through this, we were able to assess research questions about the ease of locating transit planning information 
and whether or not users were willing to switch to new tools that might improve their commuting experience.

Task 3: Locate resources to plan an alternative commute
While the previous task was designed to assess short-term behavioral changes, this task sought to evaluate the capability of users to make long-term 
commuting changes using the site. The research questions addressed here are the same as those of the previous task.

Task 4: Assess the usefulness of the Traveler’s Map and the Projects & Construction Map
Our focus when moderating this task was the ease of navigation on a mobile platform and users’ willingness to adopt these maps as part of their 
personal information streams. 8



Task 5: Locate one or more sources of daily traffic updates and sign up for them
Here, users were tasked with signing up for email alerts through the website, with additional success measured through finding the aggregated Twitter 
feeds. This addressed whether or not this key capability was easily accessed via mobile and whether users would adopt this tool.

Facilitation
We met with all participants in person in a quiet testing environment. We used the Zoom app to capture the users’ smartphone screen 
and to record audio. We had two backup cameras as well, in case one recording vector was lost or corrupted. Participants were asked 
to employ think-aloud protocol to walk us through their decision-making process. Participants were orally administered a pre- and post-
test questionnaire (see appendix), as well as post-task questionnaires for each of the five tasks. Each task also had a series of follow-
up questions, employed only if the moderator felt the user had not addressed particular points of interest in their attempt to complete 
the task. Average testing time was about one hour. 

Notetakers followed along with a pre-constructed task sheet, with only one notetaker present in the room with the moderator and the 
participant, and one to two notetakers in another room listening in. We arranged ourselves this way for two reasons: to check the 
levels of the recording and to put the participant at ease by reducing the number of people in the room with them. 

Finally, participants were compensated in the form of a $25 Amazon gift card provided by SDOT.

Data Collection and Analysis
We collected both quantitative and qualitative data. In terms of quantitative data, we presented users with rating scales so that they 
could rate difficulty of certain tasks, usefulness of the information in email alerts, and their overall satisfaction with the website. After all 
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the data was collected, we analyzed the quantitative data through graph analysis, which is discussed further in Rating Scales section.

As for qualitative data, we assessed different areas to gain a comprehensive picture such as the participant’s general impressions of 
the website, their expectations, any pain points they experience when using the website, and their feedback on anything that could be 
changed about the website (see Appendix for specific questions used). We obtained this information through the participants thinking 
aloud during tasks, our observations, and their responses to our questions. We also examined this data through affinity analysis in 
order to identify any common themes among the participants, which will be discussed in more details in the Findings section.

10



Findings and Recommendations

For rating the severity of usability issues, we are using a scale from 1 to 3 with 1 being the least severe type of issue and 3 being the 
most severe type of issue.

Since most of our tasks relied on users being able to identify resources that might be useful to them, there was no singular path they 
could or should follow through the site. To that end, we have found it most useful to arrange our issues and our recommendations by 
website feature, rather than by task. There were also some overarching themes that emerged about the website as a whole that will 
be addressed at the end of this section. For rating the severity of usability issues, we are again using a scale from 1 to 3 with 1 being 
the least severe type of issue and 3 being the most severe type of issue.

11

Minor usability problem → Low priority to fix

Creates significant delay and frustration →  High priority to fix

Prevents completion of a task → Necessary to fix

Severity Chart

1

2

3



Feature Specific Recommendations - Homepage

Major Issues

No user made it all the way to the bottom of the homepage, and most did not make it to the Twitter feed, which is located four full folds down the 
page--which is only about halfway.

“I have to say I’m astonished by the amount of the text that they put in here. It’s just, it’s just bad. I don’t want to read. I’m actually a nerd and will read 
most of this stuff but I’m not going to read it if I’m going to get something done.” -Participant 6

• 6 of 7 users mentioned some version of information overload on the homepage.

1. There is too much information | Severity 3

Most users expected a definition of the Seattle Squeeze complete with a timeline of upcoming projects that might affect them. Many did not have 
strong knowledge of the Squeeze going into this study, and even those that did were unclear on timelines.

“I’m still confused what the projects are going to be.” -Participant 2

• 4 out of 7 users requested a timeline on the homepage.

• One user repeated the need for a timeline seven times during their interview.

2. The timeline of projects is unclear | Severity 3
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As a result, they give up on the homepage quickly.

“I don’t want to spend any more time than I have to to find the information I need. I want them to anticipate what I need.” -Participant 2

• 3 out of 7 users felt that some sort of customization option would be useful, so that they were only presented with information that was directly 
relevant to their commute.

Recommendations

This gives users a quick visual snapshot of when to expect changes, which will help them prepare.
1. Show a timeline of major projects

Users want information that is “tailored and actionable” (Participant 2). Bike riders don’t need car commute times, and bus riders only care about the bus 
schedule. Creating a system for customizing the site to your commute needs would save users significant time.

2. Customizable filters

The homepage currently consists of “tons and tons and tons of text” (Participant 7), which nearly all users found off-putting. Scoping the homepage to 
major alerts, such as the upcoming changes to the bus routes, and links to other parts of the site would be sufficient.

13

3. Resources should be “succinct and upfront” (Particpant 2)

3. Much of the information is irrelevant to most users | Severity 32



Feature Specific Recommendations - Current Traffic

Major Issues

The separation into inbound and outbound was not deemed useful, but confusing. Also, all seven of the users attempted to interact with the map in 
some way and were frustrated when they were unable to. A few users found the comparison of current travel time to average travel time to be a useless 
statistic. Most people did not understand what was meant by “Commercial Core.”

“Is this all driving? Well it doesn't say anything about public transit and there are pictures of cars.” -Participant 3

14

Nearly all users (6 of 7) were confused by this page and had difficulty understanding it. Every user spent a long time puzzling out the legend and the 
meaning of the numbers. Overall, users felt the information presented here was not very helpful, and would instead have preferred to use Google Maps 
or Waze. 

21. Users struggled to understand every aspect of this page | Severity

22. The information presented on this page is exclusively relevant to cars.  | Severity

Commuters utilizing other means of transportation found nothing of interest on this page.

 Large portions of the city are not covered by the map. 

13. The map is missing several neighborhoods | Severity



Recommendations

Its exclusivity to drivers actively works against the goal of changing commuter behavior by getting more cars off the road. As one user said, “This 
Current Traffic thing really is oriented toward people who are driving” (P7). Additionally, there is no information presented here that isn’t readily available 
through navigation apps, and what information that does exist is presented in a confusing way. Lastly, it currently occupies the second position in the 
menu, and was among the first pages visited by nearly all of the users. In this capacity it serves as a red herring that is distracting users from moving 
further through the site.

15

1. Remove this page

Commuters utilizing other means of transportation found nothing of interest on this page.



Feature Specific Recommendations - Tools

Major Issues

On mobile, scrolling through this page is particularly lengthy, and most users don’t make it all the way to the bottom. There are over 70 folds. They 
wanted more guidance in this section, with more specific descriptions and comparisons between tools. Users felt unequipped to evaluate these tools 
without doing significantly more research.

“You need to tell me why I need this thing!” -Participant 2

21. Too many options with unclear descriptions | Severity

Users already have information flows for their preferred method of transit, and none of them came across a new tool that would either be incorporated 
into their personal workflow or that would change their commuting behavior.

Recommendations

As with the homepage, users wanted tools that were relevant to their mode of transit. Being able to select a category of tool at the top of the page 
would nullify excessive scrolling. 

16

1. Customizable filters

2. More explicit descriptions of each tool

12. Nobody found a tool that would replace Google Maps, Waze, or OneBusAway | Severity



Many users were puzzled by the similarities of several apps, especially in the Trip Planning & Transit section. They want to understand why they would 
choose a particular app.

These resources are already available on the Maps page, and putting them at the very top of the Tools page confused users and prevented them from 
moving further down.

3. Remove Traveler’s Map and Projects & Construction Coordination

This will organize information more effectively and reduce the amount of vertical scrolling users have to endure.

17

4. Dropdown menu for each Tools section, horizontal scrolling within sections



Feature Specific Recommendations - Traveler’s Map

Major Issues

Only two out of seven users independently found the legend, and this was after significant time spent on the page.

Users struggled significantly with this map. While many found the cameras to be interesting, none of them said they would utilize this over Google Maps 
or Waze.

31. The map legend was very difficult to find, especially on mobile | Severity

Three users reported that they found the name “traveler” confusing. One specifically stated that they thought “traveler” indicated a visitor or tourist. 
This resulted in very low engagement with the map, unless the users were specifically directed to it. 

13. The name is confusing | Severity

“Even the icons are cars,” one user said. 

1
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4. The map is very focused to drivers | Severity

Users did not find the incidents or alerts particularly helpful, and the sheer volume of them was daunting.

22. Information overload | Severity



Recommendations

This would prevent initial confusion. Additional icon descriptions would also be worthwhile. Remove the plus signs from icons. They only indicate that 
there are additional pages on the tooltip, but since not a single user figured that out, they are mostly misleading.

Make the legend more noticeable and more detailed

As one user said, “Duct work? Why do I care what kind of work it is?” Participants are only concerned with how this information might affect them. Tips 
about lane closures and delays were viewed more positively than descriptions of construction work.

2. Focus alerts on traffic impact

Most users never clicked on this map until prompted, even after clicking several other maps on the page. One user suggested “Commuter Map.”

19

3. Change the name

Nobody figured out what the plus signs meant on the individual icons.

15. Users felt that, even with the legend, map icons were still unclear | Severity



Feature Specific Recommendations - Projects & Construction Map

Major Issues

The map is a complicated, color-coded list of all current and upcoming construction projects, but it is very hard to determine what effect these will have 
on commuters.

All users found the Projects & Construction Coordination map very difficult to understand. It is very detailed, and the controls are not easy to access or 
understand on mobile. 

31. Not focused on traffic impact | Severity

No user found this map useful. Most users didn’t spend more than a few seconds here, and all gave up without learning anything. Multiple users 
reported that the map seemed more focused on engineers and city planners.

“This map looks like it’s for engineers” -Participant 6

Recommendations

This information is overwhelming and useless to the average casual user who is trying to quickly determine the impact of a project on their route. There 
is an audience for this kind of information, but it is likely that people already come to this map with a desire to learn more about a specific project that is 
affecting them. Otherwise, removing it will reduce the mental load on users required to evaluate this sort of tool. 20

Clarify or remove

22. Audience is unclear | Severity



Feature Specific Recommendations - Subscribe

Major Issues

The top of the page is a lot of reading, which most users see and just skip over. Even though there are explicit instructions on how to sign up, nobody 
read them and all but one user failed at signing up. 

Only one out of seven users was able to successfully sign up for traffic alerts. Many struggled to find it. On desktop, it appears at the top of the 
homepage, but on mobile it’s buried as the very last menu item.

22. Too much text | Severity

Seven out of seven users said they would prefer text message or app alerts to email alerts. 

“I’m a big fan of text alerts. I feel a lot of pressure to keep my inbox clean.” -Participant 1

21
24. Lack of customization options | Severity

23. Users don’t like emails | Severity

Clicking the “Sign Up” button without entering an email address or selecting any neighborhoods still sends a success message of “Thanks for 
subscribing!” leading some users to believe they’ve succeeded when they have not.

31. Success message on failure | Severity



Just like with the Homepage and the Tools page, users only cared about information that was relevant to them. They want to be told about their routes 
and mode of transit. Several users brought up that they would only be interested in alerts if there was a significant alteration to their trip that day, such 
as a bus being more than fifteen minutes late. 

“So like, I need to be sold on like why this section that talks about today’s morning commute has to do with my morning commute…” -Participant 2 

 A few of our participants wanted to know about the format of the emails, their time of delivery, and how relevant the information would be to them 
over mainstream navigation apps.

Recommendations

Six of seven users reported they would prefer alerts via text message. This can also be combined with the Twitter feed to get up-to-the-minute 
information that could be valuable to commuters during rush hour. Most participants said they would like to control when the alerts were issued, what 
modes of transportation and routes they were issued for, and to select for severity only.

1. Offer customizable text alerts

Describe what will be in the message and remove much of the text at the top of the page.
2. Make this page more “succinct and upfront.”

3. Give this page greater visibility

15. Users don’t know what they’re signing up for | Severity

Many users thought the idea of alerts was a good one, but several struggled to find the page at all. Move it higher up and combine it with the Twitter 
feed currently on the homepage and Partners page to create a centralized Alerts page.

22



Feature Specific Recommendations - Overall Site Issues

Major Issues

In addition to the feature-specific issues raised above, there were some issues related to the whole site that are worth mentioning.

31. SEO. The website is not easily discoverable on Google | Severity

Several users said they found the aggregated Twitter feed useful. However, on mobile devices it is well hidden and difficult to locate. Only one user 
visited the Partners page, and only two users noticed it on the homepage. 

22. Twitter feed is hard to find | Severity

A significant portion of the website, such as the Traveler’s Map and the Current Traffic, feels devoted exclusively to drivers. Only two of seven users said 
they could see themselves using the website for long-term commute planning.

Seven out of seven users said they would prefer text message or app alerts to email alerts. 
“I just think the way it’s designed isn’t getting you to the answer to your question fast enough” -Participant 7

23

24. Too much text | Severity

23. Purpose and audience of the website are unclear | Severity



Recommendations

Users only care about information relevant to them. People who aren’t drivers aren’t necessarily in need of behavior-changing information, so they want 
to know only what affects them, such as delays or full buses. Allow users to create a customized information feed.

1. More customization

Connect traffic cameras to twitter alerts. Link blog posts to a timeline of projects. Use alerts to connect daily information to broader regional changes. 
This will reduce the mental load on users to find the information they need.

2. Combine valuable information

3. Reduce the number of external links
Even within the SDOT-owned features, opening new windows was very confusing. Several users struggled to find their way back to the main site after 
being led away.

4. Focus information output on commuter impact
Users don’t need to know the granular specifics of why their bus is late. They want to know times and alternative routes. 

24



Feature Specific Recommendations - Blog

One limitation of our study is that we did not give users very much time to explore the blog. Two users identified this as one of their 
favorite aspects of the site, and saw great potential in it as long as it was regularly updated and that article dates were prominently 
displayed. Since much of the information was time-sensitive, participants wanted to make sure they were reading the latest posts. 
Users felt that this was a great medium to explain in detail what would be happening with the Seattle Squeeze, as well as to give 
information related to weather-influenced route and road closures, such as with the recent snowpocalypse.

Feature Specific Recommendations - Maps

The Maps page was confusing for many users. There are no descriptions of the maps on the page itself, and while the hover-state 
images are pretty, they do not convey meaning. Additionally, clicking them leads to a second page with a description, requiring a click-
through to a third page that finally shows the map. 
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Long-Term Commute Planning

Overview
Since SDOT was more interested in how useful this website would be for planning their commute for the next few months rather than 
planning their commute today, we wanted to point out one of the questions that we asked participants after they had completed tasks 
on the website. When asked if they could see themselves using the website as a long-term planning option going forward, only 2 of 7 
users said yes. It is important to keep in mind that testing was only done in one session and not over time so their response may 
necessarily be accurate of how useful the website would actually be for long-term commute planning.

Rating Scales
After all the data was collected, the average rating was calculated for each rating scale presented during the study. The average rating 
did not include participants who did not provide a response. Also note that if a participant provided two ratings, they were averaged to 
determine their final rating (e.g., one participant said they would rate it a 2 or 3, so we converted their final rating to 2.5). 

We observed that the average rating for how difficult it was to find resources on the website for their current commute was slightly 
higher (i.e., slightly more difficult) than finding resources for an alternate commute. It should be taken into consideration that by the 
time they reached the task of finding alternate commute resources, they already went through the website during the two previous 
tasks and may have been more familiar with where to look. This may have contributed to the task being easier to execute. 
Furthermore, finding
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In the next graph, we see that the average rating was 1.9 (not useful) for when we asked them how useful they feel this information in 
email alerts might be to them. When asked about why they feel it would not be useful, one bus rider said they didn’t see a use for the 
email alerts for their own commute. Another user said it was unclear if it would be useful because there was not an example of what 
the alert would look like on the Subscribe page.
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resources for an alternate commute is a more open-ended task, which may make it easier than the previous task of finding specific 
resources for just your commute. See the graphs below:

Average Rating: 3.3 Average Rating: 2.2



The average rating of the last graph was 2.4 but it is important to keep in mind that this is based on only an hour session of looking at 
the website. We observed that their ratings for their overall experience with the website may depend on what they want to get out of 
the website. For example, a user said they would give a higher rating in terms of having access to all the information in one place, but 
a lower rating in terms of planning of what to actually do with the information as it relates to her commute.
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Limitations and The Way Forward

All experiments have constraints, and there were a number of areas where we could have expanded our research if there had been 
more time or a greater project scope.

• We were unable to study site usage over a long period of time as each participant was exposed to the website for the first time in 
our session, and given only an hour to complete their tasks. 

• Participants were not given much time to investigate the content-heavy areas of the site, such as the blog. Many found this resource 
useful after a cursory perusal of the information, but a deeper dive would be valuable.

• It was also outside of our scope to have users evaluate external links and apps that are featured on the site. Much of the actual tasks 
users will seek to complete through the Seattle Traffic site require a visit to these tools that aid in both long- and short-term commute 
planning. 

• No full-time car drivers participated in our study, so our study results are not necessarily representative of the experience of these 
type of commuters. 

Recommended Changes to Test Plan
There are some aspects of our study that could be changed, were this or a similar study to be undertaken in the future:

• Defining tasks for a content-driven study was very difficult, especially when full task completion could only be achieved by accessing 
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resources outside of the scope of the study. A more balanced and useful perspective of approach would have been to ask the users to 
evaluate each feature of the site, such as the homepage or Traveler’s Map, and then asking them questions pertaining solely to that 
resource.

• Along similar lines, creating clearer criteria for task success and task failure would have made the test less nebulous and could have 
provided us with clearer quantitative data.

• Being clearer to users upfront about the scope of the project would have saved significant time. Many users ended up looking at 
sites that were not only outside the purview of our study, but even outside of SDOT’s jurisdiction. If we had set boundaries at the 
beginning of the interview, everyone’s time would have been better spent.

• Our severity ratings and Likert scales should have been more closely tied together. Our severity rating system was imperfect given 
the way our test was structured, and our Likert ratings didn’t always capture the data we wanted. Instead, we should have asked users 
to rate each site feature on two Likert scales: one for usefulness and one for usability, and we could then use those to generate 
severity ratings, like the following:

- Useful and usable
- Usable but not useful
- Useful but not usable
- Neither useful nor usable

Structuring our data in this way would have provided a clearer picture of the impact each feature is having on the site and the 
necessity for change. Features that are rated a 3 (useful but not usable) could be prioritized for changes, followed by 2, and features 
rated a 4 could merely be struck off completely. 30



Additional Areas to Explore
Due to the limited time and scope of our project, there were some aspects we could not fully evaluate with our users.

• The impact of the site on drivers: We did not recruit any full-time car commuters for our study. They have different needs and likely 
would have viewed the site very differently than transit riders.

• The impact of the site on rideshare drivers and passengers: Similar to the above point, but with a focus on congestion and time-of-
day changes. Rideshare operators are frequently on the road throughout the day, and thus have changing needs as they move around 
the city. It would be interesting to learn about their perspective on the website and the provided tools. Additionally, rideshare 
passengers occupy an interesting place in commuter hierarchy, and it would be useful to learn things like:

- What leads them to choose rideshare? Are they solely rideshare users, or is their choice predicated on traffic, time of day, etc.?
- What tools do they access in addition to their rideshare apps to make these determinations?
- How has their experience changed over the course of the Squeeze?

• Impact on business owners: How do businesses respond to the Squeeze? Are they offering different incentives to their workers? If 
they offer parking, how has that changed? Do they have a long-term plan, and does the website address their needs?

• Behavior change over time: It would be both useful and interesting to follow a group of users over a longitudinal study to assess 
how the Squeeze continues to impact them, and how they utilize the website or other tools to manage those changes.
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Appendix

Note Taking Form with Tasks and Questionnaires
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Consent Form and Gift Card Receipt Form
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Likert Scale
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Heuristic Analysis

Severity 3
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Heuristic Analysis

Severity 3
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Heuristic Analysis

Severity 2
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Heuristic Analysis

Severity 2
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Heuristic Analysis

Severity 1
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Heuristic Analysis

Severity 1



Thank you SDOT!
For being one of the best clients we have EVER
worked with! It was great working with you and 
we look forward to working with you again. 


