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UX Study 12 - A User’s Journey
Over the last two months, I obtained very positive feedback from people on

their likelihood to use the app. I’ve collected contact information from 35

people whom I’ve interviewed, and offered them the opportunity to use the

live version of the app the next time they were organizing a group.

These are largely individuals who answered that they would “probably” or

“definitely” use the app the next time they were organizing a group. They

were also mostly people who organize a group together at least once a

month.

Yet out of this group of 35 people, only one person volunteered to use the

app. He used the live version to organize a breakfast for five others. The

abysmal conversion rates indicate one or more of the following:

Users organize get togethers less often than they say they do

Users do not have motivation or incentive to test the live version

My sales pitch needs improvement

I’m incorrectly gauging a user’s likelihood to use the app

What users say they would do and what users actually do is totally different
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A larger sample size of interested individuals is necessary because low
conversion rates are the norm in early-stage technology products

Let’s focus on one of these hypotheses. I’m asking the wrong question to

gauge a study participant’s likelihood to use the app. Here’s what I asked in

previous studies:

How likely would you be to use this app instead of text/email the next time

you organize a group together? Choose from one of the following five

options: definitely, probably, maybe, probably not, or definitely not.

A majority of people said definitely or probably.

Setting up the study:

I made two important changes in this study.

First, I asked people this question after having them look at the prototype:

Would you switch from the medium you usually use to the app you just saw,

if you were organizing a group together of four or more people?

Asking people whether they would “switch” is a truer gauge of their future

behavior. Furthermore, I removed the scale of choices; instead I gave

people an opportunity to speak openly instead of answering one of the

options on the scale and justifying their answer.

Second, I told participants that the app was designed by a shy developer

who’s afraid to talk to people (and I was here on his behalf). By reframing

the app as someone else’s creation, I was trying to encourage respondents

to be more honest.

Hypothesis: A majority of individuals 60% or 6 of 10 would switch to the app

from their exiting medium (text/email/FB) for organizing a group together.

I conducted twelve interviews at various coffee shops near the University of

Washington.



Results

I mapped the qualitative responses they gave on to a scale 1 to 5, with 1

being definitely not switch and 5 being definitely switch.

17% - “Definitely not” (2 of 12)

25% - “Probably not” (3 of 12)

33% - “Maybe” (4 of 12)

25% - “Probably” (3 of 12)

0% - “Definitely” (0 of 12)

With only 25% of respondents indicating they would “probably” or

“definitely” switch to the app the next time they were organizing a group,

the app’s future trajectory must be reconsidered as my hypothesis was 60%

of respondents would switch to the app.
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The User Journey:

Before undertaking this study, I decided that I need to go deeper once

again to understand organizers. I waned to make sure I was addressing the

right pain points, and only one prior study specifically focused on the habits

and journeys of organizers.

I gathered more information on how events were organized, and I learned a

few important things. Let’s begin with the user’s journey.

The user’s journey can be separated into four discrete steps: idea,

feedback, decisioning and updates.

Most user frustrations come in the feedback stage. Here they solicit

information from their friends about times, places and whether or not people

are coming.
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If we dig deeper into the user’s experiences, here’s what I’ve discovered:

Events can be divided into three distinct types, each with a unique journey

and problem set. The three types are fixed events, flexible events and

open events. .

a) Fixed events

A fixed event has a date/time already set by the organizer. The group size

tends to be larger. Incomplete attendance is likely, although the

organizer would still like to know whether or not someone will be

attending.

Example: A birthday party. Respondent #6 was planning his younger sister’s

21st birthday. He expressed a desire to get immediate responses from

people. He mentioned he was frustrated because Facebook was a medium

that did not encourage immediate responses, and follow-up would be

manual. He sent private FB messages to friends who were invited but did

not yet RSVP (at least friends on the “A” list whom he thought their

attendance was paramount).

b) Flexible events

A flexible event has a suggested time/place but the organizer is open to

changing these based on feedback from the group. Often an initial idea is

suggested to another person for “buy-in” before blasting an invite to a

larger group. Organizers still find it important to know whether someone

is coming, because everyone will not necessary be attending.

Example: A daytime outing to the pumpkin patch with other families.

Respondent #12 suggested a time and place, and collected feedback over

email on whether it was better to go Saturday or Sunday. After deciding

upon Saturday, the organizer created a group text message with the

families who could make it on Saturday in order to communicate day-of

information and updates with this group.



c) Open events

An open event usually begins with a vague invite, like “hey guys let’s get

dinner sometime”. Organizers must collect information not only on

time/place, but also schedules. The decision for time/place might come

from a different person entirely. Everyone’s participation is important, or

in some cases, necessary. The group size tends to be smaller. The

medium employed often is something that has been used by everyone in

the group before, such as an existing iMessage or Facebook group chat.

Example: Respondent #5 was trying to find a time to set up a Skype chat

with four friends from high school, who were all at different colleges. The

organizer used an iMessage group chat, as she knew they all had iPhones.

She also said that she knew everyone was good at responding over this

medium. Everyone’s participation was important, so she suggested a few

days…and collected what would work for everyone.

Out of the events the twelve users described:

8% of respondents created a fixed event (1 of 12)

50% of respondents created a flexible event (6 of 12)

42% of respondents created an open event (5 of 12)

Conclusion:

Invitr is best designed for fixed events. As this study indicates, fixed events

are not the most common event type.

With “open” events, participants are unlikely to switch to an app in my

opinion because they have already established a medium with their group.

Flexible events are an opportunity, but Invitr would need to address the

problem of how to make scheduling less frustrating among those whose are

solicited for feedback.



SVBTLE

Based on this study, there are two directions I could take the app.

First, redesign the functionality to appeal to fixed and flexible organizers.

What would that look like? As I discovered, one of the key frustrations in

gathering a group of friends together is lining up schedules. The app should

be able to collect feedback from the group who’s been invited to

participate. It should also allow organizers to create two or more groups,

one for the friend or friends to collect feedback, and the second for

contacting a broader group once a time/date has been set.

Second, identify organizations that hold regular meetings or gatherings

where time is fixed and attendance is important. These may include athletic

teams, business meetings and organizational meetings, and

classes/workshops where organizers would like to have an up-to-date

attendance list and a timely response from invitees.
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