
1 
 

 
 
 
 
 
 
 
 
 
 
 

User Experience Design 
 

Web Evaluation Report 
 

Katie Yiu 
  



2 
 

Contents 

 

Introduction ..................................................................................................................... 3 

Research .......................................................................................................................... 3 

• Competitor Analysis ................................................................................................... 3 

Expert Review .................................................................................................................. 5 

• Findings ..................................................................................................................... 6 

Empathize ........................................................................................................................ 7 

Personas .......................................................................................................................... 7 

Storyboards ...................................................................................................................... 9 

Create ............................................................................................................................ 12 

• Design Theories ........................................................................................................ 12 

• Design Requirements ............................................................................................... 12 

• Low Fidelity Prototype .............................................................................................. 14 

Testing ........................................................................................................................... 19 

Final Iteration ................................................................................................................. 20 

Conclusion ...................................................................................................................... 21 

References ..................................................................................................................... 22 

Appendices .................................................................................................................... 24 

• Appendix A – Heuristic Evaluation ............................................................................. 24 

• Appendix B – Cognitive Walkthrough ........................................................................ 27 

• Appendix C – Test Plan ............................................................................................. 28 

 
  



3 
 

TransPennine Express Mobile App 
 

Introduction 
The TransPennine Express mobile app (First/Keolis TransPennine Limited, 2021) is used to 
view train times and destinations, and to purchase and access digital tickets for their trains. 
The app also has an onboard entertainment service, ‘Exstream.’  
One of the main issues expressed in the customer app reviews (Google Play, no date) was 
the accessing of purchased tickets. The design of this section of the app has negatively 
impacted users on their train journeys. 
The aim is to re-design this section, so the important features are more visible and therefore 
easier to access, this would allow users to have a smoother experience when using the app 
on their train journeys. 
 

Research 

• Competitor Analysis 
The team gathered data from direct and indirect competitors. The positive and negative 
features were summarised. The features that provide a positive user experience for the 
competitor may be incorporated into the TransPennine Express prototype. 
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Expert Review 
At this stage, the app is inspected by the reviewer, rather than a real user (Harley, 2018). An 
advantage of using this method is that it is cheap and does not require a lot of resources, so 
issues can be found quickly (Bligård and Osvalder, 2013). 
 
The team conducted a heuristic review (Appendix A) following Nielson’s Heuristic Principles 
(Nielson, 2020). This task is performed by having individuals use the interface and assess it 
according to certain defined criteria.  
 
The team also carried out a cognitive walkthrough of the TransPennine Express app, shown 
in Appendix B. This process involves going through the “Happy Path,” which shows the tasks 
and user flow leading to the desired output (Bligård and Osvalder, 2013). Each stage of the 
“Happy Path” is inspected to see if it complies with or hinders the user’s progress towards 
their goal. In this case, the user has purchased the train tickets, and needs to open the 
correct one to pass the ticket barrier or to show for ticket inspection. 
 
The Happy Path 
  

 
Open the App 

 
 
 

 
Find the list of 

purchased tickets 
 
 

 
Open the correct 
ticket for travel 

 

 
Scan the QR Code 

on the ticket 
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• Findings 
From completing the heuristic evaluation 
and cognitive walkthrough, the team agreed 
that the overall design of the app is clean, 
simplistic, and the user flow is logical. Most 
of the main issues were found in the ‘My 
Tickets’ page. 

 
The design of the tickets on this page is 
unappealing, they are mostly comprised of 
text with no contrasting features. There is no 
variation in colour or font size. At first 
glance, the user may find it difficult to tell 
the tickets apart, or they might mistake two 
tickets next to each other as one. The thin 
line that separates each ticket is barely 
visible. 

 
The expired tickets are placed below the 
valid tickets as unlikely to be viewed again 
after use. The separation is good as the user 
can locate the valid tickets at the top easier. 
However, the expired tickets still look similar 
to the valid ones, and so they could be 
accidently clicked on. Another issue is when 
the user opens an expired ticket, there is no message to alert the user of this. The user 
needs to check the date of the ticket to see if it has expired. 

 
Those who are not frequent users of this app may struggle to understand the three 
letter abbreviations on the left side of the ticket (RTN and SGL), as this is not commonly 
used elsewhere. The user will still need to open the ticket to find details on the type of 
ticket, especially. For example, there are several types of RTN (return) tickets, so the 
user will always need to open the ticket to check the full details. 

 
There is no download ticket feature on this app. If for some reason the user cannot 
access the tickets on the app during their journey, they would not be able to pass the 
ticket barriers or they could be fined during ticket inspections.  The user could access the 
tickets on their email confirmation, but this would not be possible without an Internet 
connection. Furthermore, would make the task more complicating as they would need 
to use a separate application to achieve the desired goal, which means the app has 
failed to deliver on its purpose. 
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Empathize 
 

Personas 
The team conducted research into the target audience of train travel to create the 
three personas. They are meant to cover a wide age of ranges, careers, lifestyles, 
and reasons for train journeys.  The Department for Transport (2020) states that in 
England, 54% of train journeys were for commuting, with 26% for leisure. All 
personas of live and work in the North of England, and travel on train routes where 
TransPennine Express operates. 
 
Persona 1 – Karen lives a busy lifestyle and is career focussed, working in a senior 
position. As she uses the trains for commuting, it will likely be busy, therefore the 
process for finding the ticket to scan needs to be as smooth as possible. 
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Persona 2 - Dean represents someone who is well into their career and has a family. 
Due to Dean’s income (Payscale, no date), he and his family can live comfortably, 
however, he needs to find more time for leisure.   
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Persona 3 – Peggy is retired and uses rail journeys for leisure and family visits. She is 
visually impaired, which is common for older adults (Swenor et al., 2020). Because of 
this, accessible design options need to be considered so that she can see, 
understand, and use all of the app features and functions without difficulty. 
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Storyboards 
Storyboarding is used to visually represent the linear flow of scenes. This is commonly used 
in the film industry to illustrate the character’s movement and camera angles (Shaw et al., 
2020). In this section, the storyboards will be used to illustrate how the app design can 
affect the user experience for one of the personas. 
 
Storyboard 1 - depicts how the current app design affects Peggy on her train journey. 
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Storyboard 2 - depicts how the reworked app design affects Peggy on her train journey. 

 
These storyboards demonstrate the importance of designing the app so that it is accessible 
to all audiences. By displaying the information in a clearer manner, users will be able to find 
the correct ticket easier, which will be especially helpful during peak times when the train 
stations are more crowded. This will also improve the experience of other rail passengers, as 
it could lower the time for them to pass ticket barriers.  
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Create 

• Design Theories 
The TransPennine Express app utilises the Gestalt Principles throughout its design. 
These describe how people perceive the objects to be part of a group, or how they 
recognise and for patterns with those objects (Malinauskas, 2018). In the app, the 
valid tickets are grouped together by colour (black text) and proximity. The expired 
tickets are grouped together and have grey text. 
 
This technique is not used to its full effect, as the tickets in their grouped sections 
are not separated well, making it more difficult for the user to scan for information. 
Johnson (2014) suggests that the way that information is structured affects how 
users read and remember it. Also, there is a lack of colour contrast between the two 
groups of tickets, so they can be mistaken for each other. From this, one of the 
requirements for the app is to increase contrast between the two groups, making it 
easier for the user to separate the two sections. 

• Design Requirements 
Having completed the research, the team identified the issues and design 
requirements, along with the solutions for each. Changes which would improve the 
accessibility of the app were given higher priority, as this would affect a large portion 
of the app experience. 
 

Priority Requirement / Issue Design Solution 

Must  Improve the layout of the “My Tickets” 
so that it is easier to tell each ticket 
apart and not open the incorrect ticket 
by mistake. 
 

Increase the space between each 
ticket. 
Utilise contrasting colours and font 
sizes. 

Add a feature which allows the user to 
download the ticket as a PDF file onto 
their mobile device. 
 

Add a download button onto the 
ticket. Include a notice after the 
ticket has been downloaded to the 
device. 

Remove jargon / confusing terminology. 
 

Replace the jargon with clear 
symbols or simple terminology. 

Should Quick access to the “My Tickets” page. Place the “My Tickets” section in 
the navigation menu at the so that 
it can be quickly accessed from 
other pages on the app in one click. 
 

Re-organise the “Ticket Information” 
page so it is less cluttered. 

Delete any information that is 
repeated on the page. 
Sort out the remaining information 
into the appropriate categories with 
the headings “Ticket Details” and 
“Journey Details” 
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Display the information on cards 
and space them further away from 
each other. 

Make the QR code more visible, 
allowing for easier visibility and access. 
 

Increase the size of the QR code on 
the ticket. 

Could Further reduce the probability of 
opening an expired ticket by accident. 

Move the expired tickets to a 
separate page / tab. 
 

Feature allowing tickets to be sent to 
other users. 

Create a new function which would 
allow users to transfer purchased 
tickets to others. 
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• Low Fidelity Prototype 
 
 During the initial stages of designing an interface, a low-fidelity prototype is created. This is 
meant to show the functions of the interface but has a simple design (Kaya, 2018). This can 
be achieved via sketching or digital design or prototyping software. This prototype was 
created digitally for better image clarity. 
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• Digital Prototype 
 
Link to prototype: 
https://www.figma.com/proto/0ACEuSceApVasfmdx3u6nP/TransPennine-Express?node-
id=10%3A37&starting-point-node-id=10%3A37 

https://www.figma.com/proto/0ACEuSceApVasfmdx3u6nP/TransPennine-Express?node-id=10%3A37&starting-point-node-id=10%3A37
https://www.figma.com/proto/0ACEuSceApVasfmdx3u6nP/TransPennine-Express?node-id=10%3A37&starting-point-node-id=10%3A37
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Testing 
 
Nielson (2012) states the suitable number of participants required for user testing is 5. This 
is because most of the issues can be detected with only 5 people, and any additional testers 
may repeat the same insights. The test plan is shown in Appendix C. 
All testers were informed about the task and were given an opportunity to ask further 
questions about the test, before signing a consent form. They were given a link to the 
prototype and had to carry out tasks, whilst being timed.  Afterwards, they commented on 
the difficulty of completing the tasks, which aspects of the design was good and what 
hindered them. The table shows the results of the testing carried out by the 5 participants. 
 

Prototype Test Results 

Task Task 
Completed? 

Completed 
within 25 
seconds? 

Errors 

1 Open the “My tickets” area 5/5 5/5 x 

2 Open the valid ticket that is for open 
return 

5/5 5/5 x 

3 Download this ticket 5/5 5/5 x 

4 Go back to “My Tickets” area 5/5 5/5 x 

5 Access the valid ticket for Sheffield 
to Manchester 

5/5 5/5 x 

6 Open the information page for this 
ticket 

5/5 5/5 x 

7 Find the price of this ticket 5/5 5/5 x 

8 Go back to “My Tickets” area 5/5 5/5 x 

9 Open the expired ticket that is for a 
“Single” journey 

5/5 5/5 x 

10 Download this ticket. 5/5 5/5 x 

11 Close the ticket and return to the 
home page. 

5/5 5/5 x 
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Image of user testing: 

 

Final Iteration 
 

 
After receiving feedback from the user testing phase, changes were made to the second 
prototype. One of the points raised by the testers was that the size of the QR code was 
small. To improve this, the ticket length was extended to provide space to expand the QR 
code, without having an impact on the buttons next to it. Enlarging this section makes it 
more visible, therefore making it easier for ticket barriers to register, and train conductors 
can locate and scan it quicker. 

Improved valid ticket Improved invalid ticket 
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Another issue raised was the closing of the ticket. Testers stated that first, this process took 
longer, as the “close” button same size and shape of the other two buttons and time was 
spent identifying their functions. This was improved by updating the look of the “close” 
button, so it does not look similar to the other two on the ticket, making it more visible. It is 
now a bar at the bottom of the ticket, with the word “close” so the user understands its 
function immediately. Additionally, the user can now close the button by pressing anywhere 
outside of the ticket, as they may find this more convenient than the close button. 
 
There was also the suggestion to change the design of invalid tickets. Users stated that the 
red background seemed overbearing, as if there was an error with the app, and did not 
match the aesthetic of the rest of the app. The new version no longer has a red background, 
and instead has a banner at the top with a reminder which alerts the user that the ticket is 
no longer working. 

Conclusion 
In order to improve the design of the TransPennine Express mobile application, the team 
had to conduct research on the app in its current state, and its competitors. Customer 
personas had to be created, which allowed the team to observe the situation from a user 
perspective, to ensure that the modifications would meet their requirements. 
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