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User Experience Report
Introduction
Lubbock Sports is a web-based tourism and event-planning portal that is created to assist sports planners and sports fans in locating amenities, venues, and travel choices pertinent to the town of Lubbock, Texas. The present report provides the results of a formal usability test on the site that will provide an examination of the extent to which real users can find information on the site and use it. In general, the participants experienced enormous navigation problems and could not easily find essential details, hidden inside downloadable PDFs, nor could they find efficient tools to check the availability of the facilities or reserve facilities. The mean of the overall rating of six respondents, regarding the websites, consisted of 2.67 out of 5, which might be considered a rather disappointing experience despite the visually attractive impression of the given site. This paper comprises the aim of the test, methodology, summary, and discussion of findings, and recommendations on how to make the site better, ranking the recommendations.	Comment by Editor: bc18	Comment by Editor: bc32
[bookmark: _heading=h.d6dzeq9r134c]Purpose
[bookmark: _heading=h.dbjlmogdr06j]This usability test was aimed at determining the usability in finding information that was pertinent to the process of planning a sports-based event in Lubbock, Texas, with the help of the Lubbock Sports site. The main research question informing the assessment was the following: To what extent can a user find information about the planning of a sports-based event in the city of Lubbock, TX, in a short time and without any errors? The test particularly evaluated efficiency, frequency of errors, and satisfaction of the user in three real-life situations of facility rents, venue search, and transport planning.	Comment by Editor: Do not modify the phrasing 
Methodology
The usability test was administered on six participants, but all participants met the eligibility criteria that they were over 60 miles from Lubbock, were between the ages of 25 and 65, and had been involved in or attended sporting events. The age span of the participant group was 25 to 65 years, with the bracket of age 35-44 years having the majority. Dental student, stay-at-home parent, software architect, technical writer, librarian, and lawyer were some of the occupations of a varied profession. Everyone said that they used a computer at least once a day, and either stated they were most or somewhat comfortable finding information online. No one had ever been to the Lubbock Sports site. The testing was done using video conferencing and screen sharing, where a moderator would take participants through some tasks as they thought aloud. Those who participated went through a pretest survey, three sets of tasks administered as a scenario, completed post-task ratings, and a post-task debrief interview, which included Product Reaction Card choices. Measurement scales comprised of time on task (in minutes and seconds taken to complete the task, start to finish), task completion success rate (how many attempts the task was completed successful out of six participants), post-task ratings of actual difficulty (scale of 1-5, easy-hard), a general rating on site quality (scale of 1-5, very poor-very good), and qualitative feedback (think aloud comments, observations of the facility.	Comment by Editor: to	Comment by Editor: Remove ‘but’	Comment by Editor: Bc16 bc32	Comment by Editor: 6 participants, and 6 professions listed here. How are these ‘some’ ??	Comment by Editor: bc32
[bookmark: _heading=h.m1r442jauf6j]Results
[bookmark: _heading=h.16fc9760chlz][bookmark: _heading=h.p3zksprf38x1]The completion rates of the tasks differed significantly in the different scenarios. In the case of Scenario One (soccer facility search), the percentages on Tasks 1 and 3 (100% completion each) performed well (95% and 100% respectively, in the average of participants), but did poorly on Task 4 (checking whether available), with 2/3 participants never finding the information, and the average time on it was 1 minute and 35 seconds. With a steady 83% completion rate (Tasks 2-5) in Scenario Two (Lubbock Christian University venues), there was one failure to complete any task, as Task 2 had the highest average of 2 min and 4 seconds, and one participant did not find LCU information at all after almost 4 minutes of search. Scenario Three (transportation planning) yielded the worst score of the whole study: Task 2 (driving distance from Austin) has had the lowest completion rate (50 percent), and people have never found the information, and the mean time rate stands at 2 minutes and 35 seconds. Difficulty rating after the task supported these predicaments. The participants rated Scenario One at an average of about 3.2 out of 5, Scenario Two at an average of about 3.3, and Scenario Three at an average of about 3.0. Qualitative feedback was more in the nose: one participant wrote, I could not find a search on any of the sites, the majority of websites, I think I should search, another wrote, " Site layout is confusing, the text is not well divided, not clearly separated, not intuitive. One of the three individuals remarked, Why was it here then? This I would never find without seeking earnestly to find it." The most picked Product Reaction Cards were Frustrating, Confusing, Incomplete, Difficult, and Unclear (all negative words), and also Informative and Professional, indicating that the visual presentation of the site was liked, but the functionality was disappointing.
Task Completion Success Rate	Comment by Editor: Cpnvoluted bc16	Comment by Editor: bc14	Comment by Editor: Participants 	Comment by Editor: bc16	Comment by Editor: Bc15 bc32 	Comment by Editor: These are direct quotes. Please follow acaemic conventions. 
Bc30 
Add correct quotation marks 
The task completion success rate represents the number of successful completions divided by the total number of participants (6).
Scenario One
	Participant
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6

	1
	Yes
	Yes
	Yes
	No (never located)
	Yes
	Yes

	2
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	3
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	4
	Yes
	Yes
	Yes
	No (never located)
	Yes
	Yes

	5
	No
	No
	Yes
	Yes
	No
	No

	6
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Success
	5
	5
	6
	4
	5
	5

	Completion Rate
	83%
	83%
	100%
	67%
	83%
	83%



Scenario Two
	Participant
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6

	1
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	2
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	3
	Yes
	No
	No
	No
	No
	Yes

	4
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	5
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	6
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Success
	6
	5
	5
	5
	5
	6

	Completion Rate
	100%
	83%
	83%
	83%
	83%
	100%



Scenario Three
	Participant
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6

	1
	Yes
	No
	No
	No
	Yes
	Yes

	2
	Yes
	No
	Yes
	No
	Yes
	Yes

	3
	Yes
	No
	Yes
	Yes
	Yes
	Yes

	4
	Yes
	Yes
	Yes
	No
	Yes
	Yes

	5
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	6
	Yes
	Yes
	Yes
	Yes
	Yes
	Yes

	Success
	6
	3
	5
	4
	6
	6

	Completion Rate
	100%
	50%
	83%
	67%
	100%
	100%



Average Time on Task

Times are recorded in minutes and seconds (MM: SS). Times marked 'never located' indicate the participant was unable to complete that task.

Scenario One
	Participant
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6

	1
	0:42
	1:13
	0:20
	4:01
	0:22
	0:09

	2
	0:06
	0:14
	2:14
	1:19
	0:05
	0:01

	3
	1:31
	0:30
	0:49
	0:02
	0:11
	0:02

	4
	0:05
	0:34
	1:37
	2:14
	0:07
	0:01

	5
	1:01
	1:10
	0:36
	1:08
	1:28
	1:48

	6
	1:12
	0:24
	0:15
	0:49
	0:04
	0:03

	Average
	0:46
	0:40
	0:58
	1:35
	0:22
	0:20



Scenario Two
	Participant
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6

	1
	0:02
	1:44
	2:14
	1:07
	1:04
	0:02

	2
	0:05
	1:35
	0:09
	2:37
	1:08
	0:01

	3
	0:02
	3:31
	2:13
	2:53
	4:01
	0:02

	4
	0:04
	3:24
	0:14
	1:34
	0:35
	0:13

	5
	0:05
	1:12
	1:38
	0:36
	0:07
	0:05

	6
	0:03
	1:02
	0:18
	0:23
	0:05
	0:02

	Average
	0:03
	2:04
	1:07
	1:31
	1:10
	0:04



Scenario Three
	Participant
	Task 1
	Task 2
	Task 3
	Task 4
	Task 5
	Task 6

	1
	0:04
	2:34
	1:59
	2:51
	1:01
	0:02

	2
	0:02
	4:34
	0:06
	1:43
	0:14
	0:01

	3
	0:03
	3:01
	2:20
	2:24
	2:30
	0:01

	4
	0:01
	2:35
	0:25
	3:22
	0:16
	0:01

	5
	0:05
	1:18
	0:03
	0:15
	0:34
	0:03

	6
	0:01
	1:32
	0:08
	0:45
	0:04
	0:22

	Average
	0:02
	2:35
	0:50
	1:53
	0:46
	0:05



Website Ratings

Participants rated the overall quality of the website on a scale from 1 (very poor) to 5 (very good) during the debrief interview.

	Participant
	Overall Website Rating

	1
	2

	2
	1

	3
	3

	4
	2

	5
	4

	6
	4

	Average Rating
	2.67



Summary of Data

This section highlights key findings across all three scenarios, connecting task completion rates and average completion times to support the recommendations below.

Scenario One
	Task
	Task Completion Rate
	Average Task Completion Time

	1
	100%
	0:46

	2
	83%
	0:40

	3
	100%
	0:58

	4
	67%
	1:35

	5
	83%
	0:22

	6
	83%
	0:20



Scenario Two
	Task
	Task Completion Rate
	Average Task Completion Time

	1
	100%
	0:03

	2
	83%
	2:04

	3
	83%
	1:07

	4
	83%
	1:31

	5
	83%
	1:10

	6
	100%
	0:04



Scenario Three
	Task
	Task Completion Rate
	Average Task Completion Time

	1
	100%
	0:02

	2
	50%
	2:35

	3
	83%
	0:50

	4
	67%
	1:53

	5
	100%
	0:46

	6
	100%
	0:05



Discussion	Comment by Editor: 
The issue that was most persistent throughout all three scenarios was that of the difficulty experienced by the participants in expanding on the main Visit Lubbak home page to the Lubbak Sports subpage. Several respondents have found the right connection by having to scroll till they were at the bottom of the first page, by-passing even the drop-down menu that was supposed to guide them to the right link. This was seen in Scenario one, Task 1 - with an average time of 46 seconds, even though it was an orientation task - and was repeated in Scenarios Two and Three. The dropdown menu could not be visually scrolled unless it was desired, and the subjects repeatedly labeled the hierarchy as unintuitive, which indicates there could be an underlying information architecture issue that might be impacting all actions a user is trying to perform on the site. 	Comment by Editor: Bc16 bc18	Comment by Editor: bc33	Comment by Editor: Who?
A second notable trend concerned the aggregation of important material within one scarcely labelled PDF. All the venue capacities, LCU facility, drive-in distances, and transportation information were in a single document that could only be accessed by the vaguely labeled "Learn More" button. In all three scenarios, the participants were unable to locate this document, or it took them a considerable time to do so, with more than a lot of light clicking about, or they were irritated by what they read, which consisted of broken links, inconsistencies in formatting, and errors with typing. One participant referred to locating LCU information as an Adobe page and mentioned that it was necessary to move out of the site altogether to locate the information on the LCU's own website. Another interesting observation was the total lack of any reservation and availability service. In Scenario One, all respondents realized that the sole avenue to career availability when it came to checking appointability was to have one of the staff members directly contacted, which two of the respondents had deemed intolerable regarding their anticipations of a modern event-planning resource. The most easily filled in was the contact form in all the scenarios, implying that the participants were defaulting to it in cases where the site did not offer anything better.	Comment by Editor: Bc15 bc32 	Comment by Editor: Be more specific
Which participant said this 	Comment by Editor: Convoluted bc16	Comment by Editor: Bc16 bc32 
[bookmark: _heading=h.jpdopgejgr1j]Recommendations
The priority of recommendation is the redesign of the site navigation to enable a visitor to locate the page with Lubbock Sports on the somehow easy way through the home page of the Visit Lubbock site. The existing drop-down menu cannot be visually scrolled, and significant links cannot be found, which makes users find the sports page with the help of an additional link at the very bottom of the page.  Studies have revealed that the kind of navigation menu has a great impact on user experience and that the menus ought to be designed in a way that provides accessible, efficient, usable, and effective navigation (Umar et al., 2024). A well-defined top-tier directory item that will automatically take anyone directly to the subpage, plus an overall site search button, cuts down the time and frustration that users face once they have to take the first step towards any activity. 	Comment by Editor: Bc16 bc32 	Comment by Editor: Improve phrasing bc16 bc18	Comment by Editor: Bc16 bc18 bc32 
The second guideline is not to keep facility and venue details in a PDF document, but via specific web pages classified by sport or venue. The fact that almost all crucial information is encrypted to fit in one PDF means that users who cannot access that document will be unable to accomplish their tasks. A study comparing PDF accessibility to that of alternative textual formats discovered that most PDF documents lack alternative text equivalents to the images and that only a minor percentage of documents are created as correctly tagged documents, thus posing a considerable challenge to users who require assistive technologies to access information on the web (Kumar & Wang, 2024). The PDF itself has broken links, inconsistent formatting, and typos - none of which help the trust. Plugging content directly on the site with a standardized structure across the venues would result in fewer tasks being failed, fewer seconds taken to complete the tasks, and an overall increase in the average quality rating of the site, which is currently at a dismal 2.67 out of 5. 	Comment by Editor: Bc16 bc18 bc32 	Comment by Editor: ?	Comment by Editor: The recommendation should be about improving the overall effieciency of the website, and not just task completion in this case 
The third suggestion is to incorporate an availability calendar and a well-marked transportation page. A study on the reservation systems on sports facilities over the internet discovered that the old manual system of reservation is lengthy, expensive, and unproductive, and that web-based applications that enable users to find facilities and view real-time availability enhanced the user experience (Arief Ichwani et al., 2025). The half-completion rate in Scenario Three Task 2 and the 67 percent rate in Scenario One Task 4 show that the site is unable to deliver two types of information users actively require: the means of accessibility and availability of the facilities. A live reservation system of sports facilities and a convenient, easy-to-access transport page, with the driving radius, highway data, and the transportation facilities in the area well-marked and displayed, would directly correspond to the worst-scoring tasks among the whole test. 	Comment by Editor: ??
[bookmark: _heading=h.r07easytjbhg]Conclusion
Lubbock Sports website usability testing showed that subject participants enjoyed the visual representation and professionalism of this site, but generally had difficulty in accomplishing planning-related activities effectively and confidently. The most influential issues discovered were typically navigation barriers, overuse of the one hard-to-find PDF, and the lack of booking and availability capabilities. Participants characterized the site with terms such as Frustrating, Confusing, and Incomplete much more frequently than negative terms, and the mean total rating of 2.67/5 of the overall rating indicates a site that is not yet up to user expectations of a modern event-planning tool. To enable the effective use of the Lubbock Sports website by the sports organizers and the attendees of the sports events, priority should be to make the information accessible, then concentrate on its completeness. The data always demonstrates that the users were not failing due to the fact that the information was simply not there; they were failing due to the inability to find the information. Redesigning navigation, making PDFs visible on the web, and providing useful planning aids, this would turn a site that is left unvisited in frustration by visitors into one that actually assists with the event planning choices the site was created to support. 	Comment by Editor: Bc18 bc32	Comment by Editor: ?	Comment by Editor: bc15	Comment by Editor: bc33	Comment by Editor: These are negative terms	Comment by Editor: bc18	Comment by Editor: Bc15 bc18	Comment by Editor: remove 


References
Arief Ichwani, Idris, M., & Aidil Afriansyah. (2025). Web-based application development for the digitalization of badminton court reservation and scheduling using Scrum methodology. Journal of Intelligent Decision Support System (IDSS), 8(No. 3), 144–153. https://doi.org/10.35335/idss.v8i3.310
Kumar, A., & Wang, L. L. (2024). Uncovering the New Accessibility Crisis in Scholarly PDFs: Publishing Model and Platform Changes Contribute to Declining Scholarly Document Accessibility in the Last Decade. The 26th International ACM SIGACCESS Conference on Computers and Accessibility, 1–16. https://doi.org/10.1145/3663548.3675634
Umar, M., Hussain, I., Mahmood, T., Mirza, H. T., & Nadeem, M. (2024). Design Strategies to Minimize Mobile Usability Issues in Navigation Design Patterns. Information, 15(11), 732–732. https://doi.org/10.3390/info15110732



 

 

English 2311 Course Syllabus: Ludwig-Palit							


1
image1.png
Goals and Research Question
e How well can users quickly and accurately locate information related to planning a
sports-based event in Lubbock, TX?
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Discussion

[In this section, you will discuss the findings using visuals (charts/graphs/screenshots) and

explanations from the data. For example, you might notice that participants struggled with a
particular type of task across multiple scenarios and want to create a table or chart to display the
results. You could also include a screenshot from the website to show why users had trouble
finding certain information, or you might include a quote from a parﬁcipmﬂ'm ona
particular issue. Play close attention to patterns, anomalies, and any findings that otherwise

stand out to you].





