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Introduction 

The aim of this project is to identify a problem within the current service of how people park and 
subsequently find their cars after parking in large multi-storey or open field car parks. The current 
system used to pay for parking is through a machine or through paying on your phone. There are no 
additional services to help drivers locate their car after parking it. Drivers can have a lot on their mind 
and remembering where they parked their car can be the last thing on the list. It is a frustrating process 
that no one enjoys. This service re-design should be able to provide the driver with all the information 
they need to pay and find their car without any stress. 

Different types of research methods have been used throughout this process to help understand 
the core issues that people are facing when using these services. A primary ethnographic technique 
that has been used throughout this project is observation and think aloud protocol as they provide 
information on how the person reacts to certain situations. Both qualitative and quantitative techniques 
have been used through the research process to gain a better overall understanding of what needs 
improvement. 

H
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s I believe that by improving the car park and pay experience for many drivers

will achieve a more calm, convenient and less time consuming way of carrying out 
this particular task.

I will know it is true when the user can identify their own thinking process and 
realise that there is a better and easier way of locating and paying for parking. 



User Research Strategy 
When carrying out a user research strategy there are many ethnographic techniques 
to choose from. Table 1 shows the pros and cons of the different techniques that can 
be used. These techniques are used to help identify the problem and how the user 
interacts with the product or service. To ensure the solution provided reaches the service 
requirements there are 3 lenses in which the solution must fall into, desirability, feasibility 
and visibility. (IDEO, 2014). 

Table 1. Pros and Cons of Evaluation Approaches
(Karkowski et al., 2011)

1

2

3

These research methods are apparopriate for this redesign project as 
they do not require much time to gather results and they are suitable for 
a system user experience design. 

Desirability

Feasibility Visability

START HERE

SOLUTION

This method was chosen as it will be the most 
effective when gathering information about people’s 
behaviour and actions. 

This method was chosen to analyse the 
information of whether people find it difficult to 
locate their car.

This method was chosen to analyse the 
thought process people go through when 
parking their car. 

Observational

Surveys & 
Questionnaires

Think aloud 
protocol



Thinking Process

“Cognition refers to the ability to process information, hold 
attention, store and retrieve memories.” (Cambridge, 2013). 

As shown in the diagram, thinking and working memory are closely linked together 
as an individual must continuously think about the situation they are in to be able 
to remember it. When carrying out a specific task, a person’s attention can be 
diverted through several distractions which can subsequently have an effect on 
how the task is carried out in that specific moment. Another factor that can distract 
the thinking and memory link is time pressure, for example, if you are in a rush 
to go somewhere and you park your car and go straight to the exit, you forget to 
look at the parking sign and the floor number. By not paying attention to the task 
at hand, and by thinking about something else, the brain does not process the 
information of where you may have parked your car. This can cause you problems 
later when you wish to locate your car but cannot recall the information that was 
essentially never processed.  

Think Aloud Protocol - In a thinking aloud test, you ask test participants to use 
the system while continuously thinking out loud - this is simply verbalising their 
thoughts as they move through the service process. (Nielsen, 2014).

Please see Users & Personas 
page for the think aloud protocols 
when parking a car. 

Pros

Inexpensive - does not add any additional costs. 

Simply methodology process - not many mistakes can be made. 

Flexible - can be used at any stage of the design process or even 
deveral times to see how peoples perception may have changed 
because of the product or service provided. 

Cons

Bias behavious - the participant can alter what they say to what 
they think to provide information that will help or hinder the product 
or service. 

Unnatural - some participants may forget to say some information 
that they are thinking becuase it is not normal for them to be say-
thing everything they think. This can also alter the results. 

Service

Specific 
action

Acting

Thinking

Memory

LTM

Perceiving



Existing System Analysis
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First step is to accept a 
ticket from the machines at 
the entrance barrier

Then you drive around the 
parking lot to find a space

Once parked, proceed to 
the exit via the stairs or the 
lift to your destination. 

Take a mental note of the 
floor and area that you 
parked in. 

When you are ready to 
leave, pay for your parking 
at the machine

Now try to remember 
where you parked your car 
and find your vehicle 

The problem identified through carrying out this process is 
that when parking your car, the driver’s attention is focussed 
on finding a space and going to the exit. Therefore, the 
process of taking a mental note of where you parked can 
be missed out or forgotten after a certain period of time 
due to alternate distractions. This is common in many large 
parking complexes that have poor or minimal signage 
of the parking level and row. If stage 4 is not completed 
thoroughly then stage 6 will take time to complete and can 
get frustrating for the car owner. Parking tickets only allow 
you to pay for the parking but even these can be lost or 
thrown away by accident therefore making it harder for the 
driver to pay for the parking, which in turn causes problems 
in stage 5 of the parking process.



User & Persona

Maya David Marie
Age: 19
Occupation: Student 
Number of years driving: 1
Bio: Maya is a Geography student at Nottingham 
University. She started learning how to drive when 
she was 17 and it took her 3 times to pass her test. 
She is not a very confident driver as she has not 
driven much whilst being at university but when 
she is home she drives her and her friends to 
the shopping centre to hang out. Her friends can 
sometimes be a distraction for her when she is 
driving as they talk and listen to music. 

Think Aloud Protocol 
- Drive up to the barrier at shopping centre and take ticket
- Drive through the barrier 
- Finding parking whilst talking to friends
- Finds a spot, parks car whilst still talking to friends
- Locks car and put keys in handbag
- Put parking ticket in phone case
- After shopping goes to level 3 because her friends told her that 
is where she parked. 
- Struggles to remember where she put the parking ticket and 
remembers it is in her phone case
- Pays for parking 
- Walks around trying to find car but turns out they parked on 
level 4 not 3
- Finally finds her car and drives towards the exit

Age: 46
Occupation: Pharmacist
Number of years driving: 26
Bio: David is an experienced driver and has driven 
all over the world when on holiday. He drives to the 
airport a few times every month to pick up and drop 
off his wife, as she travels alot for her work. David 
is constantly working and on the go which can force 
him to be on the phone when driving in his car. 
Although he uses handsfree, the phonecall can be 
a distraction when he is trying to drive. 

Think Aloud Protocol
- Drives up to the barrier and takes a ticket
- Drives through the barrier
- On the phone with a business partner
- Parks and sits in the car until phone call is finished 
- Exits the car and gets a phone call from his wife saying she is 
waiting for him
- Rushes to the Airport arrivals to meet her 
- After collecting her he goes to the machine to pay and there is 
a long que 
- Trying to find his paper ticket to pay for the parking but he 
cannot remember where he put it
- Calls for assistance and they had to sort it out to allow him to 
pay for the parking
- Wife is not pleased

Age: 79
Occupation: Retired Nanny
Number of years driving: 50
Bio: Marie lives at home on her own as her 
husband passed away a few years ago. He used to 
drive her everywhere but now she needs to be more 
independent by driving herself to the shops and the 
doctors on a regular basis. She has not driven in 
a long time but is getting used to the changes on 
the road and in car parks. Her son reenlty got her a 
smart phone which she is trying to work out. 

Think Aloud Protocol
- Drives up to barrier and takes a ticket
- Drives through the barrier
- Finds parking space in disabled spaces near the entrance and 
parks car 
- Puts ticket into purse
- After shopping, gets to pay machine
- Struggles to figure out how to use it and has to ask some other 
people for help
- After figuring it out and paying she finds her car and her car
- Gets into her car and drives towards to exit 

The think aloud protocol was carried out by these 3 people. The task was to enter a large car park whether at  shopping centre or 
the airport and record what they are thinking. They should not stop or alter anything they say or tell people what they are doing. 



Environment & Scenarios

Types of car parks :

- Outdoor open space in a field

- Outdoor Open space outside shop E.g Costco 

- Multi-storey car park with no space indication signs

- Multi-storey car park with spaces indication and 
green light for parking space availability 

- Underground car parks 

Parking pay methods:

- Machine by the stairs / lifts 

- Pay by Phone apps 

- Parking ticket machines in smaller car parks 

- Coin machines by parking spaces (mostly in the US)

Main areas for large car parks:

- Airport

- Shopping Centres

- Central London e.g. Q-park in China Town

- Large Concert / Sport Arenas



Usability Principles

Interface Navigation

Many people have smart phones and 
certain icons on the applications are 
similar therefore anyone using them 
can interpret what the icons represent 
easily. There are also navigational 
structures that need to be implemented 
to allow the user of the app to complete 
the task easily. 

(IDEO, 2014)

DIMENTION

Effective

Efficient

Engaging

Error 
Tolerant

Easy to 
Learn

5E’s
Effective

Efficient

Engaging

Error 
Tolerant

Easy to 
Learn

Whether the software 
is useful and helps 

the user acheive their 
goals.

The speed and 
accuracy the work can 

be done.

How pleasant, intersting  
and satisfying the 
interface is to use. 

How well the interface 
prevents errors and 
helps the user when 

error occur.

How the service is used 
and how easy it can be 
to orientate and re learn 

when used several 
times.

The software interface will be useful as the user will be able to carry out all tasks 
throught their mobile devices. 

The service will be quick and easy, with the app presenting few options and 
minimal number of clicks to complete the task. 

The interface will look appealing, friendly and simple to navigate through for 
ease of use and to reduce distractions when carrying out the task.

Check and cancellation options will be available and allowing the user to redo 
the task can prevent or solve any errors that may occur. 

Interface must be easily remembered for when the user uses it again after a 
long period of time. Step by step guides can be provided to help navigate the 
user around the application. 

SERVICE DEFINITION

(Quesenbery, 2004)

Make actions reversible. Try to ensure that all actions are easily and immediately 
reversible, and try to constrain the availability of actions that would result in 
undesirable or irreversible outcomes.

Provide a ‘back’ button. Provide an obvious mechanism that allows users to get 
back to their previous location or home when navigating a menu structure.

Avoid unseen menu items. Consider the memory implication of unseen content if 
scrolling is required to obtain more menu items.

Keep menus consistent. Assist learning and recall through distinctive spatial 
positions for menu options and be wary of the potential confusion if these positions 
change.

Avoid deep hierarchies. Where hierarchy is used, ensure that the current location 
within the overall hierarchy is always evident and try not to exceed three levels.



Testing Methodology
Questionnaires and Surveys 

This questionnaire will be carried out before the user has interacted with the 
paper prototype. It will help evaluate their  individual opinions on the current 
service. After they have used the redesigned service, they will carry out the 
questionnaire again, which will provide a more visual representation of how 
they felt when using the app. They will also be asked to rate the app against 
the 5 E’s as this information will be useful for the final re-design of the app. Pa-
per protoyping is a fast and simple way of mocking up an interface without the 
coding. The interface can be modified accordingly to user feedback and can 
help find any issues with the prosuct interface. (Snyder, 2001). This method of 
testing and presenting the solution should prove most affective. 

Not At All Extremely1 2 3 4 5

Did you find the system complex? 

Not At All Extremely1 2 3 4 5

Did you feel confident using the system?

Did you find the process easy?

Who 
5 drivers of varying experience will carry out the test before and after using 
the parking service app.

What 
- Inform participants of what they need to do
- Ask them to carry out the current parking process and complete the 
System Usability Scale questionnaire
- They will then look at image representations of the application and carry 
out the SUS questionanire again and rate the app against the 5 E’s. 

Where 
Heathrow Airport

Not At All Extremely1 2 3 4 5

Do you think the system is easy to learn?

Not At All Extremely1 2 3 4 5

Did it take a long time for you to complete the task?

Not At All Extremely1 2 3 4 5

Do you need to know much before using the system?

Not At All Extremely1 2 3 4 5

1

2

3
4
5

Effective

Efficient

Engaging Error 
Tolerant

Easy to 
Learn

By using this method to gather results of what they participants 
need it will gelp gain a better understanding of what areas of the re-
design need more improvement or what areas need to be focussed 
on less. 



Not At All Extremely1 2 3 4 5

Did you find the system complex? 

Not At All Extremely1 2 3 4 5

Did you feel confident using the system?

Did you find the process easy?

Not At All Extremely1 2 3 4 5

Do you think the system is easy to learn?

Not At All Extremely1 2 3 4 5

Did it take a long time for you to complete the task?

Not At All Extremely1 2 3 4 5

Do you need to know much before using the system?

Not At All Extremely1 2 3 4 5

Existing Service Analysis

USER 1

USER 2

USER 3

USER 4

USER 5

Q1 Q2 Q3 Q4 Q5 Q6
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User 1 has been using ticket machines for a long time but found 
that the process took a long time as the que was long and one of 
the machines was out of service. Overall their experience wasn’t 
bad but could be improved. 

User 2 found the process easy as they had the correct amount 
of change on them and was prepared beforehand to pay for the 
ticket. 

User 3 lost their ticket and it took them some time to find it. They 
then had problems with inserting money as the machine did not 
want to accept her note. This made her flustered as there were 
many people waiting behind her to use the machine

User 4 did not have any problems when paying for the ticket but 
they didn’t have a small amount of change therefore received a 
large amount of coins as their change from a £20 note, which was 
frustrating. 

User 5 was not from this country and had never used the machines 
before. They understood english but was wary of using the 
machines. The task took them some time as they struggled to find 
the correct amount of money. 



Redesign 1

Create an account / Login Fill in the details Add location number & 
parking space number

Park & Go Park & Go Park & Go

LOGIN

Forgotten Password

Need Help? 

Create Account

Username:

Password: 

Already have an account

First Name: John 

Last Name: Doe

Car Registration: LB16 KHD

Car Type: Audi A1

Email: john.doe@gmail.com

Phone Number

+44      712 345 678

Location Services ON OFF

Payment

Location Number: 
(4 digit number found on the board)

Parking Space Number: 
(3 digit number found on the floor of the car park space 
you are in) 

Select time

Add payment details

Park & Go

Payment Details
      Tick this box to save card 
      details for future payments

Name on card: Mr John Doe

Card: XXXX-XXXX-XXXX-8297

Expiry: 07/20

CVV: 573

Location

1 2 3 4
When you first download the 
application, you must make an 
account. If you have already set up 
an account you can login using the 
username and password emailed 
when you first make an account. If 
you have forgotten your password 
or username you can click “forget 
password” to reset them. If you 
need any more help you can click 
the “need help?” button and that 
will lead you to FAQ page or a 
phone number you can call. Then 
click “Create Account” to continue 
to the next step. 

To make an account fill in the 
information that is required for 
the app to work. Your phone 
number and email is required to 
allow the app to send you a text 
and email of the receipt of your 
parking information. Remember 
to turn your location services 
“ON” to allow the app to track 
you and your car location. Then 
click “Payment” to continue. You 
also have the option to stop the 
process by pressing “Cancel”. To 
go back you can press the back 
arrow at the top left side of the 
screen. 

Adding your car payment details 
will reduce the need to constantly 
carry around change in your car. 
This can allow you to pay instantly 
and easily. Card details will be 
stored in a secure network and 
by ticking the box you don’t need 
to fill out the details again. Click 
“Location” to add your car park 
and car space location. To go back 
you can press the back arrow at 
the top left side of the screen. 

Each parking location will have 
their own number and each space 
will be logged with a number. 
At this stage, you must fill in the 
location and space number to 
allow the app to log where you are 
parked. Then click “Select time” to 
fill in how long you will be parked 
there for. To go back you can 
press the back arrow at the top 
left side of the screen. 

Cancel Cancel Cancel

Account



Redesign 1 (continued)

Double check parking 
details

Pay for parking Timer Starts and Location 
is available of the phone 

and vehicle

Park & GoPark & Go Park & Go

Select a time

Park & Go

Car parked @ Civic Centre - Eddy Street
Registration: LB16 KHD
Location Number: 7522

Car Space: 062

45 minutes

30 mins          £0.50
60 mins          £1.00
90 mins          £1.50
120 mins        £2.25

Total: £0.75

Pay

Car LB16 KHD parked @ Civic 
Centre - Eddy Street

Location Number: 7522
Car Space: 062

45 minutes 

£0.75

GO

Payment Details

Name: Mr John Doe

Card: XXXX-XXXX-XXXX-8297

Exipry: 07/20

CVV: 

Park

Need Help? 

Please make sure you fill in the correct 
details in your profile

Edit Details

You have 
00 : 44 : 38
   h               m              s

remaining

Extend Time

Cancel 

5 6 7 8

At the top of the screen the 
location, space number and car 
registration will be displayed, if 
these details are wrong you have 
the option to go back and correct 
them. To go back you can press 
the back arrow at the top left 
side of the screen.  Type in the 
number of minutes you want to 
park for and the payment will be 
calculated accordingly. Click “Pay” 
to continue onto the next step. 

If you have already put in your 
card details then they will come 
up automatically and to verify you 
need to type in the CVV on the 
card that is registered. If you need 
help then press “Need help?”. 
If you haven’t added your card 
details there is the option to do so. 
This will take you to screen 3. To 
continue click “Park” to the next 
step. 

Add Card Details

This page will allow you to change 
any details that are wrong to 
prevent you having to pay and 
then realise that something is 
wrong in the details. Click “Edit 
Details” to change any information 
that is wrong. Click “GO” to finalise 
your transaction. 

This is the final page that will 
inform you on the details of where 
your car is and the time remaining 
on yout parking. if you need to 
extend your parking you can do so 
by clicking “Extend Time” which 
will take you back to screen 5. You 
can end the parking by pressing 
“Cancel” but you will be charged 
for the whole parking time. This 
will then take you back to screen 
1 where you can carry out another 
parking. 



Redesign 2

Park & Go

LOGIN

Forgotten Password

Need Help? 

Create Account

Username:

Password: 

First Name: John 

Last Name: Doe

Car Registration: LB16 KHD

Car Type: Audi A1

Email: john.doe@gmail.com

Phone Number

+44      712 345 678

Location Services ON OFF

Payment

Payment Details
      Tick this box to save card 
      details for future payments

Name on card: Mr John Doe

Card: XXXX-XXXX-XXXX-8297

Expiry: 07/20

CVV: 573

Location

Cancel Cancel

Park & Go Park & GoPark & Go

SETTINGS

Personal Details 

Car Details 

Payment Options 

Help & Support 

Delete Account

1 2 3 4

Account

Already have an account 
go to step 5

When you first download the 
application, you must make an 
account. If you have already set up 
an account you can login using the 
username and password emailed 
when you first make an account. If 
you have forgotten your password 
or username you can click “forget 
password” to reset them. If you 
need any more help you can click 
the “need help?” button and that 
will lead you to FAQ page or a 
phone number you can call. Then 
click “Create Account” to continue 
to the next step. Click the settings 
icon at the top right side to alter 
information. 

Create an Account / Login Settings Add Payment DetailsAdd Personal Details
Setting page is available for you 
to change any details about your 
personal profile or you car details 
such as number plate. You can 
also change payment details 
and click “Help & Support” for an 
FAQ page or a phone number to 
call for help. If you do not want 
to continue using the app you 
can click “Delete Account” which 
will erase all your details on your 
account. 

To make an account fill in the 
information that is required for 
the app to work. Your phone 
number and email is required to 
allow the app to send you a text 
and email of the receipt of your 
parking information. Remember 
to turn your location services 
“ON” to allow the app to track 
you and your car location. Then 
click “Payment” to continue. You 
also have the option to stop the 
process by pressing “Cancel”. To 
go back you can press the back 
arrow at the top left side of the 
screen. 

Adding your car payment details 
will reduce the need to constantly 
carry around change in your car. 
This can allow you to pay instantly 
and easily. Card details will be 
stored in a secure network and 
by ticking the box you don’t need 
to fill out the details again. Click 
“Location” to add your car park 
and car space location. To go back 
you can press the back arrow at 
the top left side of the screen. 

PARK



Redesign 2 (continued)

Park & Go

Car parked @ Civic Centre - Eddy Street
Registration: LB16 KHD
Location Number: 7522

Car Space: 062

45 minutes

30 mins          £0.50
60 mins          £1.00
90 mins          £1.50
120 mins        £2.25

Total: £0.75

Pay

Scan QR Code

Parking Space Number: 
(3 digit number found on the floor of the car park space 
you are in) 

Select time

Cancel

Park & Go Park & Go

5 6 8

Scan QR Code

Parking Space Number: 
(3 digit number found on the floor of the car park space 
you are in) 

Select time

Cancel

Park & Go

7

Need Help

?

?

Scan QR Code Scan QR Code Location Confirmed Select a time
At the top of the screen the 
location, space number and car 
registration will be displayed, if 
these details are wrong you have 
the option to go back and correct 
them. To go back you can press 
the back arrow at the top left 
side of the screen.  Type in the 
number of minutes you want to 
park for and the payment will be 
calculated accordingly. Click “Pay” 
to continue onto the next step. 

X X X

To download the location 
information instead of entering 
a code you can scan the QR 
code by clicking the camera icon 
The QR code can be available 
on signs displayed around the 
parking lot. If you need help you 
can click the “Need Help” button. 
To go back you can press the 
back arrow at the top left side 
of the screen. Press “Cancel” to 
delete the transaction and start 
again. 

The QR code will look like the 
above image and will automatically 
insert the location into the app 
details. This can prevent people 
from putting in the wrong code. 

Once the QR code is scanned 
you can enter your 3 digit parking 
space number. Click “Select Time” 
to move onto the next step. To 
go back you can press the back 
arrow at the top left side of the 
screen. Press “Cancel” to delete 
the transaction and start again. 



Redesign 2 (continued 2)

Park & Go

You have 
00 : 44 : 38
   h               m              s

remaining

Extend Time

Cancel 

Park & Go

Car LB16 KHD parked @ Civic 
Centre - Eddy Street

Location Number: 7522
Car Space: 062

45 minutes 

£0.75

GO

Edit Details

Park & Go

Payment Details

Name: Mr John Doe

Card: XXXX-XXXX-XXXX-8297

Exipry: 07/20

CVV: 

Park

Need Help? 

Please make sure you fill in the correct 
details in your profile

Add Card Details

Double check parking 
details

Timer Starts and Location 
is available of the phone 

and vehicle
This page will allow you to change 
any details that are wrong to 
prevent you having to pay and 
then realise that something is 
wrong in the details. Click “Edit 
Details” to change any information 
that is wrong. Click “GO” to finalise 
your transaction. 

This is the final page that will 
inform you on the details of where 
your car is and the time remaining 
on your parking. if you need to 
extend your parking you can do so 
by clicking “Extend Time” which 
will take you back to screen 5. You 
can end the parking by pressing 
“Cancel” but you will be charged 
for the whole parking time. This 
will then take you back to screen 
1 where you can carry out another 
parking. 

109

If you have already put in your 
card details then they will come 
up automatically and to verify you 
need to type in the CVV on the 
card that is registered. If you need 
help then press “Need help?”. 
If you haven’t added your card 
details there is the option to do so. 
This will take you to screen 3. To 
continue click “Park” to the next 
step. 

11Pay for parking



Feedback & Analysis

Re-design 1 Re-design 2

Not At All Extremely1 2 3 4 5

Did you find the system complex? 

Not At All Extremely1 2 3 4 5

Did you feel confident using the system?

Did you find the process easy?

Not At All Extremely1 2 3 4 5

Do you think the system is easy to learn?

Not At All Extremely1 2 3 4 5

Did it take a long time for you to complete the task?

Not At All Extremely1 2 3 4 5

Do you need to know much before using the system?

Not At All Extremely1 2 3 4 5

Average Scores Average Scores
Average Score Average Score

4

1.4

4.4

4

2.2

3

3.6

1.6

3.8

3.4

1.6

2.4

User Comments 

- Having a memory / history section 
to allow you to search for previous 
parking locations rather than having 
to type in the Location again. 

- What if you haven’t used the 
app before but are in a rush to get 
somewhere and don’t have the time 
to fill in the form? 

User Comments

- Having a memory / history section 
to allow you to search for previous 
parking locations rather than having 
to type in the Location again. 

- Having the option to fill in a code 
incase your camera doesnt work 
incase the QR code is damaged 
from vadalism.

Not At All Extremely1 2 3 4 5

Did you find the system complex? 

Not At All Extremely1 2 3 4 5

Did you feel confident using the system?

Did you find the process easy?

Not At All Extremely1 2 3 4 5

Do you think the system is easy to learn?

Not At All Extremely1 2 3 4 5

Did it take a long time for you to complete the task?

Not At All Extremely1 2 3 4 5

Do you need to know much before using the system?

Not At All Extremely1 2 3 4 5

Overall the results from this questionnaire 
showed that the app interface was easy 
to use and that the users were able to 
understand the process and the tasks 
that needed to be completed to park their 
car. They had a few questions on how the 
system would be put in place and it was 
explained that the car park would have to 
sign up for the app service. Overall there 
was positive feedback with constructive 
criticism on how to improve the app. Some 
users found the interface a bit boring and 
mundane.  

From this questionnaire, the results 
showed that it was easier to use than 
re-design 1 but slightly more complex 
with regards to the use of a QR code. 1 
person out of the 5 did not know what a 
QR code was therefore the process had 
to be explained to them. The time it took 
to complete the task was less but they felt 
less confident with the system with regards 
to the QR code. They did find having a 
settings option gave them some comfort in 
knowing where to go if they need help or to 
delete their account. 
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1
2

3
4
5

Effective

Efficient

Engaging Error 

Easy to 
Learn

1
2

3
4
5

Effective

Efficient

Engaging Error 

Easy to 
Learn

Average ScoresAverage Scores

Error: Some of the users struggled to see the back sign 
and would instinctively go for the cancel sign rather than 
the back sign. Therefore making them start all over again, 
which would result in more time in completing the task. 

Easy To Learn: They found the process simple to navigate 
through. 

Effective: There was no problem in completing the task 
through a mobile phone interface. 

Efficient: The interface was not cluttered and signs were 
clear and simple to understand. 

Engaging: The interface was too simple and right making 
the process boring and mundane. 

Re-design 1 Re-design 2

User Comments
Error: Same comments as in re-design 1 but would like help 
signs on more of the pages. 

Easy To Learn:  They found the process simple to navigate 
through. 

Effective: There was no problem in completing the task 
through a mobile phone interface. 

Efficient: The process was simple to use but there were 
concerns that they had to go back to the main page to 
access the setting. 

Engaging: They found the idea of scanning a QR code 
intruiging but there were the issues of where the code would 
be placed and if it did not work there had to be an alternative 
method.

User Comments
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Park & Go Park & Go

Welcome!

Forgotten Password

Need Help? 

Create Account

Username:

Password: 

First Name: John 

Last Name: Doe

Car Registration: LB16 KHD

Car Type: Audi A1

Email: john.doe@gmail.com

Phone Number

+44      712 345 678

Location Services ON OFF

Payment

Park & Go

Payment Details
      Tick this box to save card 
      details for future payments

Name on card: Mr John Doe

Card: XXXX-XXXX-XXXX-8297

Expiry: 07/20

CVV: 573

Location

Account Details
Please login or create an account

Park & Go

SETTINGS

Personal Details 

Car Details 

Payment Options

Parking History

Help & Support 

Delete Account

Create an Account / Login1 2 3 4Settings Add Payment DetailsAdd Personal Details
When you first download the 
application, you must make an 
account. If you have already set up 
an account you can login using the 
username and password emailed 
when you first make an account. If 
you have forgotten your password 
or username you can click “forget 
password” to reset them. If you 
need any more help you can click 
the “need help?” button and that 
will lead you to a help page or a 
phone number you can call. Then 
click “Create Account” to continue 
to the next step (screen 3).

Setting page is available for you 
to  click on every page of the app.
Here you can change any details 
about your personal profile or you 
car details such as number plate. 
You can also change payment 
details under “Payment Options”. 
Click “Help & Support” for an FAQ 
page or a phone number to call 
for help. (See screen 11) If you do 
not want to continue using the app 
you can click “Delete Account” 
which will erase all your details on 
your account. (See screen 12).

To make an account fill in the 
information that is required for 
the app to work. Your phone 
number and email is required to 
allow the app to send you a text 
and email of the receipt of your 
parking information. Remember 
to turn your location services 
“ON” to allow the app to track 
you and your car location. Then 
click “Payment” to continue. You 
also have the option to stop the 
process by pressing “Cancel”. To 
go back you can press the back 
arrow at the top left side of the 
screen. 

Adding your car payment details 
will reduce the need to constantly 
carry around change in your car. 
This can allow you to pay instantly  
and easily. Card details will be 
stored in a secure network and 
by ticking the box you don’t need 
to fill out the details again. Click 
“Location” to add your car park 
and car space location. To go back 
you can press the back arrow at 
the top left side of the screen. 
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Park & Go

Location Number: 
(4 digit number found on the board)

         Tick box to remember location number

Parking Space Number: 
(3 digit number found on the floor of the car park space 
you are in) 

Select time

Park & GoPark & GoPark & Go

Car parked @ Civic Centre - Eddy Street
Registration: LB16 KHD
Location Number: 7522

Car Space: 062

45 minutes
30 mins          £0.50
60 mins          £1.00
90 mins          £1.50
120 mins        £2.25

Total: £0.75

Pay

Car LB16 KHD parked @ Civic 
Centre - Eddy Street

Location Number: 7522
Car Space: 062

45 minutes 

£0.75

GO

Payment Details

Name: Mr John Doe

Card: XXXX-XXXX-XXXX-8297

Exipry: 07/20

CVV: 

Park

Need Help? 

Please make sure you fill in the correct 
details in your profile

5 6 87Add location number & 
parking space number

Select a time Pay for parking Double check parking 
details

Add Card Details Edit Details

Each parking location will have 
their own number and each space 
will be logged with a number. 
At this stage you must fill in the 
location and space number to 
allow the app to log where you are 
parked. Then click “Select time” to 
fill in how long you will be parked 
there for. To go back you can 
press the back arrow at the top 
left side of the screen. 

Alternatively, you can go to you 
“Parking History” in the setting 
(See screen 10) and park again 
at a previous location. The link will 
take you straight to this screen. 

At the top of the screen the 
location, space number and car 
registration will be displayed, if 
these details are wrong you have 
the option to go back and correct 
them or press “EDIT”. To go back 
you can press the back arrow at 
the top left side of the screen.  
Type in the number of minutes you 
want to park for and the payment 
will be calculated accordingly. 
Click “Pay” to continue onto the 
next step. 

EDIT

If you have already put in your 
card details then they will come 
up automatically and to verify you 
need to type in the CVV on the 
card that is registered. If you need 
help then press “Need help?”. 
If you haven’t added your card 
details there is the option to do so. 
This will take you to screen 3. To 
continue click “Park” to the next 
step. 

This page will allow you to change 
any details that are wrong to 
prevent you having to pay and 
then realise that something is 
wrong in the details. Click “Edit 
Details” to change any information 
that is wrong. Click “GO” to finalise 
your transaction. 
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Park & Go

You have 
00 : 44 : 38
   h               m              s

remaining

Extend Time

Park & Go

Parking History

Park & Go

Help & Support

Park & Go

Delete Account

9 10 11 12Timer Starts and Location 
is available of the phone 

and vehicle

Parking History Help & Support Delete Account

4857 - Lodge Lane, 
             Barnet

7511 - Intu Shopping 
           Centre, Uxbridge

FAQ - Frequently Asked 
           Questions

Emergency Number:

0800 123 456  

Email: parkngo@gmail.com

?

You may submit a question that 
has not been answered in the FAQ 

section and we will get back to 
you ASAP

Once you delete your account 
all your personal details and 

payment details will be 
permanently deleted. 

To join the service again you 
must create a NEW account.

If you have experienced any 
problems please go to our Help & 

Support for more information

We’re sorry to see you go

P

P

P Press the “P” to park again

This is the final page that will 
inform you on the details of where 
your car is and the time remaining 
on yout parking. if you need to 
extend your parking you can do so 
by clicking “Extend Time” which 
will take you back to screen 5. You 
can end the parking by pressing 
“Cancel” but you will be charged 
for the whole parking time. This 
will then take you back to screen 
1 where you can carry out another 
parking. 

This page is found in the 
“Settings” whereby you can see 
your previous parking locations. 
By pressing the “P” it will enable 
you to park at that location again 
and take you to screen 5 with the 
location filled in. You can press 
“Clear” to remove your parking 
history. This information cannot be 
retrieved again once cleared. To 
go back to the screen 1 you can 
press the back arrow at the top left 
side of the screen. 

This page is found in the “Settings”  
and it is available to the user to 
find out any information about 
the app on how to use it. There is 
also a number that you can call to 
get help or an email that you can 
contact. If you cannot find your 
question in the FAQ section you 
have to option to email your own 
by clicking “Submit Question”. To 
go back to the screen 1 you can 
press the back arrow at the top left 
side of the screen. 

Deleting your account will mean 
your details will be permanently 
removed from the system. This 
means that if you wish to use 
the app again, you must create 
another account. If you do not 
want to delete your account you 
can go back to the screen 1 by 
pressing the back arrow at the top 
left side of the screen. 



Evaluation

Having taken the user feedback from the 
redesigns the final design has incorporated 
all the issues that were highlighted above. By 
following the users though processes and habits 
the re-design was able to address the needs 
of the user efficiently and effectively combining 
both payment of parking and location of the 
vehicle. 

Feedback
The QR code was not easy for some people to understand and the issue of what if it doesn’t work. 
Solution
Instead of having the QR code reader, the user will have to put the code in manually or go to their history and find the location there. The 
QR code proved to not sit well with some people who were not familiar with the program. 

Feedback
Accessing the settings was difficult as it was only on thfe first page. 
Solution
Setting tabs on the top right of every screen was put in place to ensure the user can access it at any stage of the parking process.

Feedback
If the user is in a rush and does not have time to fill in their details is there a faster alternative method?
Solution
Unfortunately the parking has to be paid for at the time of parking otherwise the system may be abused and people may park there for free. 

Feedback
The look of the app was a bit boring 
Solution
The app buttons have been modified to add a softer touch and feel to the aesthetics.  
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