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Introduction 

 
From different time zones to different cultures, PenShip gives people the connection to communicate 

with one another and learn about the things people aren’t usually used to. With PenShip, it 
offers the ability to connect through similar interests and the exchange of badges from different 
countries and people. In the past, pen pals have always interacted with one another through 
postcards or letters, but with the app, PenShip, it makes communication between pen pals an 
easier and fun experience to meet new people while still retaining the intimacy from receiving a 
letter. 

 
The Penship developer conducted an online usability test using the trymyui program that can be accessed 

on the participant’s laptops or desktop computers. The program captured the audio and screen 
recording of the participants as they go through the test. The test administrator was not present 
during the testing process but did have access to the data of how long they took throughout the 
testing process and their thoughts on the UI. The PenShip session captured each participant’s 
navigational choices, task completion rates, comments, overall satisfaction ratings, and feedback.  

 

Executive Summary 

 
The PenShip developer conducted online usability test using the trymyui program at the comfort of the 

participant’s home on November 23rd through November 25th. PenShip is a pen pal app that 
works to build strong and meaningful friendships. The purpose of the test was to test the 
usability of the app’s UI and to see if the app was functional. 

 
There were five participants who tested the usability of the PenShip app. All 6 participants are in their 20s 

currently attending college. Each individual testing session had an average of 14:41, the slowest 
being 16:05 and the fastest being 3:04.  

 
In general, all participants accomplished all their tasks and found that the app was easy and 

straightforward to use. Overall the tasks were completed however testers ran into minor 
problems that were either inconveniencing or difficult to find.  

 
The test identified minor problems including:  

● The limitations of the prototype 
● The matching system between pen pals.  
● Being able to do more things in a menu screen 
● adding a signatures function that allows users to mark each letter with a custom symbol 

or something to that effect 
● Designs for certain elements being “bland” within the app 
● The translating button was hard to find 

 
This document contains the participant’s feedback, task completion rates, ease or difficulty of completion 
ratings, time on task, and recommendations for improvements. 
  

Methodology 

Sessions 
 
The test administrator for PenShip contacted the participants and sent the link to the trymyui website to 

test the app prototype. The participants agreed to take part in the testing and gave feedback. 

 



 

The sessions consisted of different tasks given to the participants and timing how long it takes to 
complete the tasks. Before going through the test session, users read the Frame of Mind out loud 
and walked through the prototype while being recorded at the same time. The Frame of Mind 
was the scenario given to the users to get in the mindset of why they are taking the usability test.  

 
On average, Participants spent 14:41 on their session, the slowest being 16:05 and the fastest being 3:04. 

During the testing sessions, users are met with given tasks and had to read the tasks out loud as 
they progress. With each tasks being completed, users are met with a rating system of how easy 
it is to get through the task and whether they completed the task or not. This gives insight on 
whether the interface is functional and easy to follow: 

● How difficult the task was 
● Task completion 

 
After going through the session, during the post-test session, users are met with a survey asked by the 

test administrator that asked: 
● What was the worst thing about your experience? 
● What other aspects of the experience could be improved? 
● What did you like about the website? 
● What other comments do you have for the owner of the website?  

Participants 
All the users who participated in the usability testing of PenShip are in their 20s currently attending 

college. Three of the six participants were involved in testing on November 24th and the other 
three on November 25th. All six participants were male who are currently college students.  

 

Participant Date Tested Sex Occupation 

1 November 24th Male College Student 

2 November 24th Male College Student 

3 November 24th Male College Student 

4 November 25th Male College Student 

5 November 25th Male College Student 

6 November 25th Male College Student 

 

Evaluation Tasks/Scenarios 
 
The task scenarios were created by the PenShip developer and sent out along with the prototype. The test 
participants had to complete the following tasks: 

● Create your profile and select the interests provided.  
● Receive your letter by tapping on the bottom left "Letterbox" button 
● Translate Chiyo's letter 
● Reply to Chiyo's letter 
● After replying, navigate through the menu and go through the options. Learn about the 

menu options available.  
● After learning the menu options, go to the "Customize" menu and look through the 

customization. Learn about customizing both badges and letters. 

 



 

● Go to the Badge book screen and tap on the achievement page to look at the 
"Newcomers" achievement.  

● After reading the achievement, go to your profile and explore the page.  
 
See attachment C 
 

Results  

Task Completion Success Rate 
The usability testing platform, TryMyUi, helped record the participant’s ability to complete the testing 

sessions for PenShip. The task completion rate from each participant was 100%. However, 
despite each task having a 100% completion rate, there were initial struggles to complete certain 
tasks. When participants got to task 3, three of the six participants were confused but eventually 
got it. Task three was “translate Chiyo’s Letter”.  

 
Task Completion Rates 

Participant Task 1 Task 2 Task 3 Task 4 Task 5 Task 6 Task 7 Task 8 

1 ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ 

2 ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ 

3 ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ 

4 ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ 

5 ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ 

6 ✓ ✓ ✓ ✓ ✓ ✓ ✓ ✓ 

Success 6 6 6 6 6 6 6 6 

Completion 
Rate 

100% 100% 100% 100% 100% 100% 100% 100% 

 

Task Ratings 
 
After completing each task, the participants had to rate the task by three factors:  

● how difficult or easy it was to complete 
● If they completed the tasks 
● how long they took to complete the task.  

 
The 7-point rating scale ranged from 1 (very difficult) to 7 (very easy).  

Ease in Completing the Task 
 
All participants agreed that it was easy to receive a letter from the letter box (average agreement rating = 

6.83), view a badge information in the badge book (average agreement rating = 6.83), and 
getting to the profile screen (average agreement rating = 6.83). The lowest mean rating was task 
3 which had an average of 5.17. There is a huge difference between the tasks that had a higher 
average agreement rating and lower average agreement.  

 
 

 



 

Time on Task  
 
The testing software, TryMyUI, recorded the time on task for each of the participant. Some tasks were 

more difficult to complete than others and because of that, it reflected the average time on task.  

 
Task 3 required the participants to translate a letter and it took the longest time to complete. This is 

excluding task 1 and 5 due to the task being a long process of examining and learning the screens 
provided for those tasks. The average time for task 3 is 65.83 seconds. The completion time for 
all of the task ranged from 9 to 259 seconds. Most of the times were less than 120 seconds.  
 

Time on Task 

 P1 P2 P3 P4 P5 P6 Avg. TOT* 

Task 1  42 88 37 117 41 140 77.5 

Task 2  74 50 9 42 23 35 38.83 

Task 3  83 24 20 144 19 105 65.83 

Task 4  93 20 35 6 23 30 34.5 

Task 5  188 91 28 28 27 234 99.33 

Task 6 85 17 40 13 48 86 48.17 

Task 7 74 18 11 37 38 52 38.33 

Task 8 259 14 17 30 17 30 61.17 

 
See attachment B 

Errors 
 
The Penship app developer captured quite a few number of errors that participants made while trying to 

complete the task scenarios. The task that participants made the most errors on was task 3 and 
task 7. Task 3 had the lowest satisfaction rating of 5.17. One out of the six participants did not 
actually complete the task but still said that he completed the task. Looking at at 7, it was the 
same scenario of another participant not actually doing what the task intended but pressed 
completed anyway.  

Summary of Data 
The table below displays a summary of the test data. The number of users who completed the task and 

high time on task and the difficulty for the task are highlighted in red.  

 

Task Task Completion Errors 
Time on Task 
Average (sec) 

Satisfaction* 

1 6 0 77.5 6.33 

2 6 0 38.83 6.83 

3 6 1 65.83 5.17 

4 6 0 34.5 6.5 

 



 

5 6 0 99.33 6.5 

6 6 0 48.17 6.17 

7 6 1 38.33 6.83 

8 6 0 61.17 6.83 

* Satisfaction = Mean combined rating across three post-task measures: ease of finding the information, 
ability to keep track of location in site, and site information prediction accuracy. 

Overall Metrics 

Overall Ratings  
After task session completion, participants rated the PenShip app for ten overall measures. These 

measures include: 
● Frequency of Use 
● Complexity of system 
● Easy system to use 
● Need for technical person to use system 
● Integration of various functions 
● Inconsistency of the system  
● Adaption to the system  
● System being awkward to use 
● Confidence in using system  
● The requirement of whether people should learn a lot of things before using the system 

 
All the participants (100%) agreed that (i.e., agree or strongly agree) there was a good integration of 
various functions to the system and felt that most people are able to adapt to the system. Most of the 
participants (83%) agreed that the system was easy to use and was confident in using the system. 
However, only 16% (1 participant) of the participants thought that there were too many inconsistencies 
with the system. There was a split down the middle (50%) in regards to finding the system being awkward 
to use. 33% of the participants (2 out of 6) however, found the system to be complex, felt the need for a 
support from a technical person to use system, and thought that there should be the requirement of 
whether people should learn a lot of things before using the system.  
 
See table below. 
Post-Task Overall Questionnaire 

 Strongly 
Disagree 

Disagree Neutral Agree 
Strongly 

Agree 
Mean Rating Percent Agree 

Would use website 
frequently 

  2 2 2 4.0 67% 

Found the system to be 
complex 

3  1  2 4.0 33% 

Thought system was 
easy to use 

  1 2 3 4.3  83% 

Felt the need for 
support from technical 
person to use system  

4   1 1 2.1 33% 

Good Integration of 
various functions 

   2 4 4.6 100% 

thought there were too 
many inconsistencies of 
the system  

2 3   1 2.1 16% 

 



 

felt that most people 
can Adapt to the 
system  

   2 4 4.6 100% 

System being awkward 
to use 

2  1 1 2 3.1 50% 

Confidence in using 
system  

  1 2 3 4.3 83% 

The requirement of 
whether people should 
learn a lot of things 
before using the system 

3  1 1 1 2.5 33% 

*Percent Agree (%) = Agree & Strongly Agree Responses combined 
 

Likes, Dislikes, Participant Recommendations 
Upon completion of the tasks, participants provided feedback for what they liked most and least about 

the website, and recommendations for improving the website.  
 
Liked Most 
The following comments capture what the participants liked most: 

● I liked the little details like the pencils in the menu screen 
● I liked how cohesive the application was with the colors using both primary and 

secondary colors. 
● It has a nice and friendly tone. Also, the idea behind it is simple yet effective. It's also 

tech-friendly or user friendly for this day and age. I'm sure the ambitions behind this 
project will reach great heights. 

● Everything was easy to navigate and fairly easy to understand 
● It was clean and cute! Also the customization of the letters and badge was a nice touch 

 
Liked Least 
The following comments capture what the participants liked the least: 

● The worst thing about the experience this app was that there was some bland parts 
within the app. 

● The layers tab in customization isn't super clear and may be unnecessary. 
● I didn't like how when you open up the app the first screen it takes you to is an empty 

message box with no context, not having any messages made me feel like a loser 
● I couldn't find a way to translate what Chiyo said 

 
Recommendations for Improvement 

● Some aspects that could be improved was that there was just a few colors. Maybe make 
it a bit more colorful. The pink was nice but it was hard to look at after using it for about 
10 minutes. 

● The letter function could be improved to feel more cohesive 
● The send button wasn't super obvious, and the matching felt unintuitive.  
● More ways to sort through matching would be useful 
● Being able to do more things in a menu screen would be nice. 
● I think every menu should be accessible through both the sidebar and through other 

menus 
 

 



 

 

 

 4 Major Takeaways 
 

● After the testing session of PenShip, the task completion rates showed results of the participants 
being able to complete all the provided tasks. With having 100% all around, it shows that the 
prototype was successful however looking into the details of the task completion, it shows a 
different story. While analyzing the recorded sessions, having 100% became a more complex 
accomplishment that had different factors of task time completion, task rating, and errors. 
Despite having a 100% task completion, Task 3 and task 7 had issues of participants saying that 
they completed the task but the recorded session proved otherwise.  

● With the usability testing software, TryMyUI, recording each sessions the users participated in. 
Some tasks were more difficult to complete than others and because of that, it reflected the 
average time on task. The average time of task ranged from 34.5 seconds to 99.33 seconds. 
Excluding task 1, task 5, and task 8 (due to the task asking to examine the screen), Task 3 had the 
longest time spent out of all of the tasks. This was due to the translation button not being as 
obvious enough for 3 of the participants. With a redesign to the translation button, it would help 
decrease the time it would take to complete the task. 

● Despite the usability testing session having a 100% completion rating, there were errors that 
were made by both the test administrator and participants. From the participants, errors were 
more likely to occur in task 3 and task 7. Task 3 had the lowest satisfaction rating of 5.17. One 
out of the six participants did not actually complete the task but still said that he completed the 
task. Looking at at 7, it was the same scenario of another participant not actually doing what the 
task intended but pressed completed anyway. However for the task 7 satisfaction rating, it was a 
6.83, higher than task 3.  

● At the end of the testing session, each participants were required to fill out a survey on what 
they liked about the prototype, what they disliked about the prototype, and what they 
recommend. Generally, the participants liked the aesthetic of the app, and how cohesive the 
designs were. Users felt that it was easy to navigate through and easy to understand. Participants 
didn’t like that the translation button wasn’t as obvious. Users also recommend to make the 
menu accessible on every screen and to make the translation button more obvious. They also felt 
that the letter function could be improved to feel more cohesive 

 
 

Recommendations 
The recommendations section provides recommended changes and justifications driven by the participant 

success rate, behaviors, and comments. Each recommendation includes a severity rating. The 
following recommendations will improve the overall ease of use and address the areas where 
participants experienced problems or found the interface/information architecture unclear.  

 

Change Justification Severity 

In regards to Task 3, Translating 
Chiyo’s Latter, make the 
translate button more visible 
and clear for the users 

Task 3 had the lowest satisfaction rating of 5.17. 
One of the participants overlooked the translation 
option despite clicking the completion of task 3. 
Looking at the recorded sessions, three out of six 
participants took a longer time finding the button 
due to the translation button looking too 
confusing and not obvious for the users. The 

High 

 



 

highest recorded time it took to complete this 
task was 144 seconds.  

The letter function could be 
improved to feel more cohesive 

This recommendation is in regards to Task 2, 
receiving letter is an important aspect to the 
PenShip app.  

Moderate 

More ways to sort through 
matching would be useful 

Redesigning this aspect would have more ways to 
match with pen pals and have different options to 
talking to people.  

Moderate 

Maybe make it a bit more 
colorful. The pink was nice but 
it was hard to look at after 
using it for about 10 minutes. 

 

This recommendation is a aesthetic 
recommendation to helping users change the app 
interface color. Another user brought up a 
recommendation on changing the interface to 
make things less “cute”. 

Low 

I think the menu should be 
accessible through both the 
sidebar and through other 
menus 

There were certain points during the prototyping 
screens that didn’t have a menu button on some 
screens. It can be a helpful for the user who 
doesn’t want to go through many pages.  

High 

 
 

Conclusion 
 
Most of the PenShip participants found that PenShip was a cohesive application that had a friendly and 

nice tone. It was inviting to all users and had details in designs that made users like the designs. 
With the aesthetic in mind, participants felt that it was easy to navigate through and was 
tech-friendly. Some key things to keep in mind however was that the task instructions were kind 
of confusing for some participants and that in one of the task, it was hard for people to initially 
complete because the design element was confusing to the participant.  

With the post-task questionnaire, most of the participants (83%) agreed to the system being easy to use 
and felt confident using the system. All the participants (100%) felt that there was a good 
integration to the various functions of the system. However, 33% of the participants found the 
system to be complex, felt the need for technical person to use system, and felt that there should 
be a requirement of whether people should learn a lot of things before using the system.  

With many tasks in mind, Task 3 required the participants to translate a letter and it took the longest time 
to complete. This is excluding tasks 1 and 5 which took longer but due to the two tasks being a 
long process of examining and learning the screens provided for those task, it was excluded from 
being the longest time. A key complaint to task three was that some participants didn’t know 
that the translation button was a button that can be tapped. It wasn’t obvious to some users. 
With the feedback and recommendations in mind, PenShip will continue to ensure a continued 
user-centered website.  

 

  

 



 

Appendix 
 

Attachment A- Highlight Reel 

 
https://www.trymyui.com/pra/8gY7eO7EphaXO8Dr  
 
https://trangnguyenjulie.wordpress.com/penship-case-study/ 
 

 

https://www.trymyui.com/pra/8gY7eO7EphaXO8Dr
https://www.trymyui.com/pra/8gY7eO7EphaXO8Dr
https://trangnguyenjulie.wordpress.com/penship-case-study/


 

Attachment B- Usability Data

 

 



 

 
 

Attachment C- Tasks 
 
Scenario You've never had a pen pal before and always 

wanted one. One day, you were on the Google Play 
store and found an app called "PenShip". Being 
curious, you download and open the app to check it 
out. 

Impression test No 
Task 1 Create your profile and select the interests provided. 
Task 2 Receive your letter by tapping on the bottom left 

"Letterbox" button 
Task 3 Translate Chiyo's letter 

 



 

Task 4 Reply to Chiyo's letter 
Task 5 After replying, navigate through the menu and go 

through the options. Learn about the menu options 
available. 

Task 6 After learning the menu options, go to the 
"Customize" menu and look through the 
customization. Learn about customizing both badges 
and letters. 

Task 7 Go to the Badge book screen and tap on the 
achievement page to look at the "Newcomers" 
achievement. 

Task 8 After reading the achievement, go to your profile and 
explore the page. 

 
 

Attachment D- High Fidelity Designs 
 

 

 



 

 



 

 



 

 

 



 

Appendix E- Press Release 

 
Meaningful Friendships with PenShip 

Users can build relationships from different countries through similar interests and the 
exchange of badges 

 
From different time zones to different cultures, PenShip gives people the connection to 
communicate with one another and learn about the things people aren’t usually used to. 
PenShip offers the ability to connect through similar interests and the exchange of 
badges from different countries and people. In the past, pen pals have always interacted 
with one another through postcards or letters, but with PenShip, it makes communication 
between pen pals an easier and fun experience to meet new people while still retaining 
the intimacy from receiving a letter.  
 
Being a pen pal was an activity that some schools adopted that allowed their students to 
learn about the different cultures, languages, and lifestyles that they aren’t usually used 
to. These pen pals often communicated through handwritten letters. However, with the 
use of technology on the rise, communicating via letters has been decreasing. PenShip 
was created to bring back the idea of being a pen pal and make it a fun experience for 
people who were pen pals when they were younger or for people who have never been 
a pen pal.  
 
“Pen pals was always an interesting concept and being able to do this through electronic 
devices can broaden people’s perspective on cultures from first hand experiences,” said 
Julie Nguyen, PenShip developer. “We want to be part of our user’s lives and create a 
connection between people from the other side of the world. Not only can the pen pals 
learn from each other, but they can enjoy the feature of exchanging badges that they’ve 
made themselves or badges from their own countries.”  
 
Users can experience PenShip by downloading the app and starting it up. After logging 
in or creating an account, the users can have the option to share their own personal 
photo for their profile, or they can have the option to create their own avatar to remain 
anonymous. With the profile page, pen pals can type what they want in their bio and 
indicate what country they are from, the language they speak, and their likes and 
interests. 
 
People can start sending “letters” to one another after composing a “letter” and sending it 
off. The letter will be randomly sent to a person from a different country. Indicating your 
likes or interests on your profile page will help navigate who the letter can get sent to; 
this will help users know what interests or likes they have in common. After the initial 
sending of letters between two people, they will receive a badge that comes from where 

 



 

they live. As pen pals talk more, after a certain amount of days sending “letters”  to one 
another, both users can exchange personal badges they’ve created to add to their 
Badge Book.  
 
“I think Penship is really interesting because there are not a lot of pen pal apps where 
you can make friends with strangers,” said Bryan Whalps, United Kingdom, PenShip 
user. “Not only can I talk about topics that I like to people who also like what I like 
outside of my country, but PenShip has this pretty interesting feature of badge 
exchanges. I like the fact that I can create my own badge and give it to other people to 
put in their Badge Book of people they’ve sent “letters” to. There’s also getting different 
badges that represent that country! I’ve always liked collecting random stuff so this is just 
another thing added on to my collection list.” 
 
Users who want to become a pen pal can find that PenShip is a free app that can be 
downloaded from the App Store or from the Google Play Store. The app is easy to use 
and can play a role in building friendships and learn about different cultures with people 
around the world. To learn more about the app, visit https://penship.com.  
 

 

https://penship.com/
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the University of Colorado, Denver, under the supervision of Amara V. Hulslander, Lecturer in 
the Digital Design program.  
 
This interview seeks to study people’s thoughts on having pen pals. This research may help 
us to understand if PenShip can become another form of communication between people 
from different countries and if lasting friendships can become of it. 
 
Participation in the study will consist of interviewing people who might fit the target 
audience of PenShip. Your participation in this research study is voluntary. You may choose 
not to participate and you may withdraw your consent to participate at any time. You will not be 
penalized in any way should you decide not to participate or to withdraw from this study.   
 
There are no known risks associated with this research. All participant information will remain 
anonymous and individual results of any kind will remain confidential. Your time and 
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Participation in the study will consist of interviewing people who might fit the target 
audience of PenShip. Your participation in this research study is voluntary. You may choose 
not to participate and you may withdraw your consent to participate at any time. You will not be 
penalized in any way should you decide not to participate or to withdraw from this study.   
 
There are no known risks associated with this research. All participant information will remain 
anonymous and individual results of any kind will remain confidential. Your time and 
participation is greatly appreciated.   
 
Please contact Julie Nguyen (julie.4.nguyen@ucdenver.edu) with any questions, concerns, 
or comments. 
 
I acknowledge that I was informed of the following research project, the way it will be conducted 
and the conditions of my participation in it. I hereby agree to participate in this research project. 
 
 
 
 
Signature       Printed Name 
 
 
 
Date 
 
 
 
Researcher’s signature     Researcher’s printed name 
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Title of design project:  
 
PenShip 
 
You are invited to participate in an interview conducted by Julie Nguyen (BFA candidates) at 
the University of Colorado, Denver, under the supervision of Amara V. Hulslander, Lecturer in 
the Digital Design program.  
 
This interview seeks to study people’s thoughts on having pen pals. This research may help 
us to understand if PenShip can become another form of communication between people 
from different countries and if lasting friendships can become of it. 
 
Participation in the study will consist of interviewing people who might fit the target 
audience of PenShip. Your participation in this research study is voluntary. You may choose 
not to participate and you may withdraw your consent to participate at any time. You will not be 
penalized in any way should you decide not to participate or to withdraw from this study.   
 
There are no known risks associated with this research. All participant information will remain 
anonymous and individual results of any kind will remain confidential. Your time and 
participation is greatly appreciated.   
 
Please contact Julie Nguyen (julie.4.nguyen@ucdenver.edu) with any questions, concerns, 
or comments. 
 
I acknowledge that I was informed of the following research project, the way it will be conducted 
and the conditions of my participation in it. I hereby agree to participate in this research project. 
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