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Summary 

 

In April of 2018, the HSE 225 team designed and prototyped the Uber 

Elevate application. The Uber Elevate Air Taxi application is a mobile 

tool that can be used by an Uber Elevate customer to optimize their overall 

experience while using the Air Taxi service. This application allows Uber 

Elevate users to book rides, create and maintain accounts, check flight 

history, track rewards, make payments, and get real time notifications 

about rides; all directly through the app. The design of the Uber elevate 

application is focused on creating a user centered experience, allowing a 

user to become invested and involved with the Uber Elevate service. 

 

Over the past two weeks the HSE 225 team has been conducting extensive 

analysis in the creation of the Uber Elevate application. It was concluded 

that usability testing would be the best course of action to measure the 

overall effectiveness of the application. Usability testing has given our 

team the qualitative and quantitative data necessary to make supported 

recommendations on a finalize and more effective user experience for the 

Uber Elevate Air Taxi application. Additionally, we base our findings on 

objective and subjective dependent variables. 

 

Throughout testing, the Uber Elevate application was found to be an 

overall satisfying experience for all users in the study. However, we found 

the application needed focus and redesign in three main areas: navigation, 

aesthetics, and size of interactive elements. 
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Usability Investigation and Recommendation for 

The Uber Elevate Application  

 

 

1 INTRODUCTION 

This document describes results and recommendations from the usability testing 

conducted on the Uber Elevate application.  

 

In April of 2018, the HSE 225 team designed and prototyped the Uber Elevate 

application. The Uber Elevate Air Taxi application is a mobile tool that can be used by an 

Uber Elevate customer to optimize their overall experience while using the Air Taxi 

service. This application allows Uber Elevate users to book rides, create and maintain 

accounts, check flight history, track rewards, make payments, and get real time 

notifications about rides; all directly through the app.  

 

The design of the Uber elevate application is focused on creating a user centered 

experience, allowing a user to become invested and involved with the Uber Elevate 

service. Over the past two weeks the HSE 225 team has been conducting extensive 

analysis and usability testing on the Uber Elevate application to measure user satisfaction 

and usability overall.  

 

2 OBJECTIVES 

The usability testing objectives for this study measured: 

 

● Application overall user satisfaction 

● Application attractiveness 

● Usefulness of the application 

● Efficiency of the application’s navigation 

● Ease of learning 

● Overall controllability 

 

2.1 SCOPE of Test 

The scope of this test was to evaluate the Uber Elevate Air Taxi application. This test 

focused on the navigation and ease of use with the prototype of the application. The 

prototype was completed on April 15th of 2018, and testing commenced Monday April 

16th, 2018. This project and testing had an open budget.   
 

The test was constrained to evaluating the navigation while setting up an account, 

managing account benefits, and booking a ride. We also measured the aesthetics and 

overall user satisfaction during this testing. 
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We did not test the notifications aspect of the application, help, company contact options, 

or changing application settings. 

 

The application was developed through InVision, a digital product design platform that is 

a powerful tool for prototyping. InVision allowed us to easily conduct user testing on the 

specific platform the application was intended.      
 

3 METHODOLOGY 

Based on the accessibility of our user group, our team decided it was best to conduct 

usability testing for this study. This testing method allowed us to gain both quantitative 

and qualitative data that targeted our concerns and objectives.  

 

3.1 User Group 

Seven HSE 225 students served as the primary user group. With eight total different 

participants including the instructor. Having eight users ensured we optimized our return 

on investment and maximized our benefit-cost ratio.  

 

The test subjects for this study had no experience with the actual application. However, 

all test subjects were familiar with mobile applications and had a basic to advanced 

understanding of how to interact with similar type applications. These test subjects fit the 

user profile for the typical users of this application (see Appendix 1).   

 

Table 1. Basic Participant data 

Participant U1 U2 U3 U4 U5 U6 U7 U8 

Age 20-30 20-30 30-40 20-30 50+ 20-30 -20 50+ 

Gender M F F M M F M M 

Education A B A A B A A M 

*Key: high school (HS), associate degree (A), bachelor’s degree (B), unknown (UK), participant id (U#)  

 

3.2 Usability Testing 

We conducted usability testing to go a step further than just interviews, enabling us to ask 

a user to complete specific tasks and give us the opportunity to record observational data. 

This type of evaluation of the app helped us gain both qualitative and quantitative data at 

the same time; based on time to complete tasks and difficulty level of a specific task. We 

were also able to reliably measure user satisfaction of the current application assets and 

identify changes required to improve the application. Usability testing helped us to 

analyze application performance and develop concept stories that do a better job of 

meeting our usability and sustainability objectives for an effective design. The usability 

test was comprised of three different aspects: 

 

● Pre-Session Questionnaire  

● Scenarios and Tasks  
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● Post-Session Questionnaire 
 

3.3 Dependent Variables 

During the test session, the test administrators recorded both objective and subjective 

data. Ensuring we gained data that is both external, based on facts, and data that is based 

on user emotions during the study.  

 

Objective 

Quantitative objective data that was collected during this study included a count of 

successfully completed tasks and a count of errors, time spent per task, and count of 

clicks performed during the tasks. Qualitative objective data will be a description of the 

observation and steps performed by the user. 

● Count of tasks completed successfully 

● Count of errors – miss clicks and preferred return method 

● Time spent per task – total time 

● Count of total number of clicks performed during task completion 

● Observed sequence of steps performed 

   

Subjective 

Quantitative subjective data that was collected during the study was based on Likert scale 

ratings by the participant of how they were able to complete tasks, the efficiency at which 

they felt they completed the tasks, and overall satisfaction. Qualitative subjective data 

included the participants comments related to task completion, efficiency of the 

application, satisfaction, and their observed behavior recorded by the test administrator.    

● Likert scale rating by participants of how well the application performs 

● Likert scale rating by participants of how efficient the application is 

● Likert scale rating of participants satisfaction with the application 

● Participants comments related to task completion 

● Participants comments related to efficiency of application  

● Participants comments related to satisfaction of product 

● A description of observed behavior by participant 
 

3.4 User Interface 

The Uber Elevate applications user interface is comprised of navigational buttons that 

give the user access to booking a ride, their account, notifications, ride history, payment 

methods, rewards, settings, and help. After an initial loading page, the user is greeted 

with the home page that has the above listed buttons along with user photo and 

identifying information.   
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                          Figure 1. Application UI Examples 
 

3.5 Test Location and Conditions 

Testing occurred at the Arizona State University’s HSE 225 classroom. The testing room 

was quiet with adequate ambient lighting.  The test room/facility included a test phone 

that hosted the Uber Elevate application, allowing a user to test on the device that the app 

was intended for, creating a more accurate user experience. 

 

 
                                                                                                                Figure 7. Test facility  

 

3.6 Test Equipment / Instrumentation  

The test was conducted on a touch screen-based cell phone. Specifically, a Samsung S6 

touch screen smart phone was used for the testing session. Having the test performed on a 

smart phone helped to accurately depict a realistic end user experience. There were no 

device issues, user barriers, or unforeseen facility problems during our testing. 

 

3.7 Procedure 

The usability testing was conducted in three stages; a pre-session questionnaire, a series 

of scenarios and tasks for the user to work through, and a post-session questionnaire.  
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3.7.1 Test Schedule 

The following table describes the schedule used for usability testing on the Uber Elevate 

application.  

 

Test setup  1600-1610  

Orientation/fam 1611-1620  

Elevate pre-test 1621-1630  PT 1 

Elevate scenario/task test 1631-1645 ST 2 

Elevate post-test 1646-1655 PT 3 

Breakdown test 1656-1705  

 

4 DATA COLLECTION, REDUCTION, AND ANALYSIS   

4.1 Collection  

A script was used during data collection to ensure consistency. Data collection was 

focused on the three primary attributes that comprise usability: effectiveness, efficiency, 

and satisfaction (ISO 9241-11). Data collection based on these three attributes was 

divided into quantitative and qualitative data. All subjective and objective data recorded 

during testing was recorded via electronic document in appropriate spreadsheets for 

reduction and analysis.   

 

4.2 Reduction  

All data was organized by user results per task, answer, or comment. All data was 

scanned for redundancy and organized into a corrected, ordered, and organized form.    

 

4.3 Analysis  

Data analysis was measured by issue indication, cause identification or investigation, and 

triangulation on variance, patterns, consistencies, and outliers within the data. 

Prioritization and type helped organize this data. Types of issues include technical and 

navigational issues along with aesthetic and visual design issues.       

 

● Additional post-test statistical analyses can be performed: ANOVA, ect. 

 

5 RESULTS  

Based on our testing overall, we found application satisfaction issues with attractiveness, 

size of elements, and controllability. The following information is based on our 

observational, qualitative, and quantitative data we gained while conducting the usability 

tests (see Appendix 2). All tasks were complete by all participants.  
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Scenario 1 

The first scenario was focused on logging into the application and checking account 

information. Task 2 showed the lowest satisfaction rate and longest completion times 

overall in scenario 1. 

1. Task 1 asked the participant to log into their account; all participants completed 

this task. The average time taken to complete this task was 8.75 seconds; with the 

lowest time being 4 seconds and the longest time at 11 seconds. Overall, every 

participant was satisfied with the application performance with this task (see 

Appendix 2). Most notable user comments included “easy, simple, that was easy”. 

All participants were observed to complete this task without miss clicks or issues.  

2. Task 2 asked the participant to check their account information and confirm an 

email. This task showed the lowest satisfaction rate based on user comments, 

although all participants complete the task (see Appendix 2). The average time 

take to complete this task was 11.125 seconds, with the fastest time at 6 seconds 

and the longest at 15 seconds. Participants noted not familiar confirmation of 

email procedure and three participants were observed to try and get an email sent 

to them through the application (see Appendix 2).    

3. Task 3 within this scenario was also seen to have positive results like task 1. Task 

3 asked participants to find their departure date. All participants completed this 

task. The average time for completion of this task was 10 seconds; 2 seconds was 

the fastest completion time and 15 seconds was the slowest. Participants noted 

that it was an “enjoyable experience” and was “very easy” (see Appendix 2). 

Scenario 2 

The second scenario was a multi-part single task. This scenario was met with the most 

negative user feedback regarding the size of buttons and redundant navigation (see 

Appendix 2). 

1. Task 1 asked a participant to book a flight based on specific criteria. All 

participants again completed this task. This multi-part task took longer than the 

other tasks as expected at an average of 76.25 seconds. The fastest time to 

complete was 56 seconds and the slowest time was 100 seconds. Participants 

noted they would prefer to “simply click the option without a confirmation” (see 

Appendix 2). They felt the confirmation function was redundant overall. 

Additionally, two participants noted that the buttons were small (see Appendix 2). 

 

6 COMMENTS 

For all task and user comments (see Appendix 2). Test participants made the following 

comments about the Uber Elevate application overall. 
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6.1 Comments 

Table 1. Adjectives used to describe the app overall 

Positive Negative 

Fun Fast Easy Redundant  

Effective Cool Simple   

Sleek Clean Quick   

 

7 CONCLUSIONS 

After conducting user testing on the target audience for this application, we have found 

that the application had good overall user satisfaction; with most users appreciating it for 

the usefulness and what they can accomplish with it (see Appendix 3). Users found the 

app easy to use and easy to understand its concept. Additionally, users all completed 

tasks and within an optimal amount of time indicating an easy learning curve for the 

application (see Appendix 3). However, where app user input varied was on the 

attractiveness, size of the app elements, and controllability. After reviewing the data, we 

found that the app had low ratings in the aesthetics and readability overall according to 

Likert scale ratings (see Appendix 3). We identified that redundant information or 

navigation was unnecessary from user comments and that confirmation is not necessary 

in all situations (see Appendix 2). The study was successful in that specific elements 

were identified that will help to greatly improve the application. 

 

8  RECOMMENDATIONS   

We recommend changes to the aesthetics, size of application elements, and controllability 

elements of the Uber Elevate application. We wanted to focus on recommendations that 

would deliver a more user focused and user centered version of the Uber Elevate 

application. Rather than plain aesthetics, our study has shown users would prefer more a 

more attractive and colorful user interface. Additionally, a more readable user interface. 

The idea behind these aesthetic changes is that by gaining the ocular interest of the 

application user they will elect to frequent the application more often and ultimately 

increase user traffic and usability. Additionally, we recommend eliminating redundancy 

in the applications navigation. This will make the application more simplified for a user 

and easy to learn. Below are the specific recommendations in more detail based on our 

usability testing of the Uber Elevate application: 

 

● The most important aspect of this redesign will be to focus on the size of 

application elements. Increasing the size of application elements and increasing 

the padding between buttons will make touch controls better for all percentile 

users. Buttons in the “Book a Flight” tab for inputting destination and trip data 

should be increased overall. This will eliminate user frustrations and increase user 

satisfaction rate. 

● Controllability on the application needs to be simplified and redundancy needs to 

be eliminated. While users enter destination data they should automatically be 

pushed to the next obvious choice. This change will help with usability and ease 
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of use of the application overall. By eliminating the need for confirmation for 

every selection, time to complete the task will be reduced and user decisions will 

be eliminated. This will simplify the experience. In addition, if a user needs to 

change a selection they will have the ability to select the choice again. 

● The aesthetics of the application need to be changed. Brighter colors and pictures 

of destination and past destinations need to be added to the application to improve 

use satisfaction. By showing photos of destinations, it adds to the personality of 

the application and adds user emotional response to the images in the application. 

By emotionally tying a user to the application, user traffic will be optimized 

overall.   
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                                        APPENDIX 1: USER & PRE-SESSION DATA 
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APPENDIX 2: SCENARIO & TASK DATA 
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APPENDIX 3: POST-SESSION DATA 
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