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Abstract: This paper reports on a usability test conducted to evaluate a website
designed to provide a more informative and user friendly experience to the new
students entering the Hospitality and Tourism Program at Kapiʻolani Community
College located in Honolulu, Hawaii. The website was designed to be a resource
tool for the program’s new student orientation to help students transition into the
college and the Hospitality and Tourism Program. The new students (n = 15) were
given a URL to the website prior to the new student orientation so they can
review the content before attending the orientation if they choose to do so. This
also allowed them access to the information at any given time. The website was
designed to be evaluated by participants who navigated through the different
contents of the webpage by performing several usability tasks. The analysis
involved verbal and written feedback obtained by pre and post surveys concerning
the usability, design, and content of the website as well as satisfaction and
interest.
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Statement of the Problem

According to the National Center for Education Statistics (NCES; 2020), 19.7 million students
are projected to be enrolled in college or university in Fall 2020. In 2017, the state of Hawaii
recorded 64,125 students enrolled in college or university (Muniz, 2020). From the data that the
U.S. Bureau of Labor Statistics released, out of the 3.1 million high school graduates, 2.1 million
(66.1%) enrolled in college in the 2019-2020 school year (BLS, 2020). At Kapiʻolani
Community College (KCC), there were 6,369 students enrolled for the Fall 2020 semester, and
995 students are classified as Freshman or first-time college students (University of Hawaii
Systems Institutional Research & Analysis Office, 2020). To help new students prepare for their
first time in college, KCC offers new student orientations to provide program specific
information, such as program courses and credit information, as well as campus information such
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as maps, directories, and student service information; this information has traditionally been
provided via paper packets. However, students often request additional copies of the paper
packets for various reasons. In today’s digital age, it is only natural that students will turn to the
official college website for information. Although the KCC website is aesthetically pleasing with
a modern looking interface for general information, the pages for program specific information
lack information and content relevant to new students entering the Hospitality and Tourism
program. This results in confusion, anxiety and frustration from students, and costs the college
with loss of integrity.

Purpose Statement

The purpose of this project is to design and evaluate a website for the new students entering the
Hospitality & Tourism (HOST) program at KCC. The aim of this project is to provide new
students in the HOST program with the information they need to get acclimated to the program
they have declared as their major. It is believed that making this knowledge more readily
available would help students feel more prepared and confident, and ultimately lead to a sense of
belonging and academic success.

Literature Review

Value of a Positive Orientation

New student orientation programs are important in that they aid students during their transition
into the institution, and they provide important information and resources that promote student
engagement, academic success, and retention.

Student engagement, retention, and academic success are all related to a student’s sense of
belonging (Barefoot & Gardner, 1993; Boening & Miller, 2005; Cook, 1996; Ellis-O’Quinn,
2011; Gardner, 1986, 2001; Hollins Jr, 2009; Perigo & Upcraft, 1989; Upcraft & Farnsworth,
1984; as cited in Herridge, 2020). Strayhorn (2018) probed existential linkages between a
student’s experience of belonging and successful student outcomes. Strayhorn believed that we
all share the essential human need to belong, especially in places and times when we are prone to
feel like an outsider. Lack of sense of belonging can undermine academic performance (Walton
& Cohen, 2007; as cited in Strayhorn, 2018).

According to Ellis-O Quinn (2011), the goal of orientation programming is to increase student
retention and improve academic achievement. Herridge (2020) believes that this provides further
evidence that as students build connections and feel more comfortable with their institution, their
satisfaction and persistence will increase. Students that feel connected to their school and
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program are expected to have a positive outcome for student success. New students are more
likely to feel this way when they know where to find support.

In order for new student orientations to be successful, students need to be able to retain the
information or know that they can access it at a later time. The current KCC website’s lack of
information relevant to new students strays from the goal of providing students the tools they
need to successfully transition into college and succeed in their academic studies.

Challenges of Being a First-Year Student

People will face some level of anxiety due to the “unknown” (Gorka, 2016) and as such, students
who are new to college or new to a program or campus will also feel some form of anxiety. In
research done at North Illinois University, 98% of students answered that they felt welcomed at
their new student orientation, and described their experience as generally positive (Atkinson,
2015). In that study, one student expressed that they had anxiety and concerns about attending
the orientation due to previous painful experiences, but this orientation was friendly and helpful
(Atkinson, 2015). Another concern was that there was too much information shared in such a
short amount of time. There were also concerns shared about the absence of programming for
parents and family members and the need to be more efficient with more web-based and “on
demand” learning opportunities that can be used before and after orientation (Atkinson, 2015).

Using Technology to Help Share Information and Help Students Connect:

Atkinson’s (2015) research revealed that there were multiple suggestions for improving the new
student orientation. Several of these suggestions involved leveraging more technology to provide
alternatives for accessing information (before or after the orientation). From all stakeholder
groups, feedback on the services in orientation could be examined to identify ways in which
technology usage, in the form of video, mobile app, or student portal, correlates to students’ need
for more “on demand” information as they transition to college life (Atkinson, 2015). With the
advancement of technology, information is expected to be available with a click of a button.

Schools typically host events such as new student orientations to acclimate students to their
new-found home for academia. New student orientation is the one place where students can gain
some of the information a new student should know; however, if the event is planned and
implemented poorly, it can adversely affect the experience of new students. It is crucial that
schools plan appropriately to give students positive experiences. As times change, the method of
how students want to gain information also changes. Many students feel overwhelmed with the
amount of information they are given at the new student orientation and feel they would prefer
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the information be shared using technology—something that is accessible to them before and
after the orientation, perhaps in the form of video, a mobile app, and/or a student portal.

Methodology

Current Project
The project designed and evaluated a new website. In terms of design, the website was designed
to include topics relevant to students who are not familiar with the program. It included
information that was briefly shared with new students at orientation. For the evaluation, the
project measured the website’s ease of navigation and as well as students’ overall satisfaction
with the site’s content.

A typical new student orientation on the program level at KCC lasts about one hour, which is not
enough time for students to retain information and ask clarifying questions. To address the lack
of access to on-demand information for new students, a new website dedicated to the new
students of the HOST program at KCC was designed and evaluated in this project. This website
was an additional resource for the new incoming HOST students, and was used as a part of the
new student orientation to compliment other resources provided.

Participants in this project were asked to perform several tasks on the website to evaluate the
ease of use and navigation. After the first iteration, the website was revised before the second
iteration. The procedure was repeated to complete 3 iterations. The revision done after the 3rd
iteration was the final product.

As this research involved a usability study, the project was not based on instructional content and
there was no learning assessment.

Content Analysis

The content of the website triggered the affective domain of learning by giving the students a
sense of preparedness, confidence, satisfaction, motivation and belonging. Such information
included, but not limited to: program and course content descriptions to provide students with an
quick overview of each program and course, program and course credit information to help
students plan their semesters, faculty self-introductions and contact information to help students
get to know their faculty, program specific and campus specific calendar of events and reminders
for the current and upcoming semester, and resource information regarding the library and
student services to provide students with access to help outside of the department.
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Instructional Strategy/Method/Model

The website was designed to be a self-paced and self-guided tool to learn about the HOST
program. There is no correct order for the participants to browse through the website.
Participants should look through the website in the order they feel most interested. This project
was based on Keller’s (2010) ARCS Model of Motivational Design. The website was designed
to stimulate curiosity with photos, videos, and social media. The content presented objectives to
the students, and helped them build confidence by laying out the requirements to meet the
objectives.

Keller’s (2010) ARCS Model of Motivational Design was used in this design. The ARCS Model
of Motivational Design includes the following components:

1. Attention: Spark interest and curiosity about the Hospitality program with media such as
photo, video, and social media.

2. Relevance: Lay out content that is informative to their needs as a new student.
3. Confidence: Gained through the knowledge the content provides..
4. Satisfaction: Gained when information being sought for is fulfilled without hardship and

gain a sense of belonging.

In general, new students will be browsing the website for information about their recently
declared major, and they will be gaining information about the program. Ideally, the students will
comprehend the information to understand what to expect in the semesters to come. They will
apply the knowledge they gained to choose what classes to take, and analyze the information to
map out the rest of their semesters; synthesizing the information to decide the pathway through
college and life after college. With this information, they can then evaluate if they feel a sense of
belonging; the sense of belonging and satisfaction is related to the affective domain of learning
as it deals with one's emotions. They will be perceiving information in the form of visual media
which may affect their emotions, and ideally will respond to it by either discussing it with peers,
commenting on social media, etc. They can value the information and see worthiness in being a
part of the ohana (family) of the Hospitality and Tourism program which allows them to
organize, characterize, and prioritize their academic success. It is important to note that these
responses are purely dependent on each individual and not everyone will experience the same
thing or actively partake in the same actions.
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Project Design

One unique aspect of this project was that it focused on photos, videos, and social media. Kurg
(2013) noted that a good visual hierarchy saved researchers work by preprocessing the page, and
organizing and prioritizing content in a way that people grasped almost instantly. Krug suggested
to omit needless words to keep the writing and content concise. By doing so, it reduced the noise
level of the page, made the useful content more prominent, made the pages shorter, and allowed
users to see more of each page at a glance without scrolling (Krug, 2013). Cluttered displays,
inconsistent navigation components, and poor use of visual salience are just some examples of
factors, which contributed to user stress and frustration (Shneiderman 2010; as cited Chang,
2019). As such, it was very important to keep the content relevant by keeping it simple and not
overcrowded.

Keeping the content rich with photos and videos was pleasing to the eyes compared to an all text
website page. Hence there were photos of all the faculty and an introduction video. All the
courses offered in the program had an introduction video. There was a section featuring the
department’ and the student club’s social media pages such as Facebook, Instagram, Twitter, and
TikTok. This was a new delivery system targeting the new incoming HOST students at KCC.
The familiarity of the faces and subjects is targeted to help reduce the impact of the “unknown”
factor in their new college experience and reduce their anxiety.

In the course of designing the website, colors of the school and department were kept in mind.
KCC’s royal blue, HOST’s beach glass, ocean, and sand were an inspiration for the colors and
the nature themed pages. The international symbol of hospitality, the pineapple, was also
incorporated into the design of the website.

Navigation was one of the most important parts of the design of this website. In the planning
stage, Ninja Mock was used to make a wireframe of the landing page of the website. It was
important that the website was easily navigable so the users could easily find the information
they are looking for without stress. To keep it simple, there were only 6 links to the main pages:
Degrees and Certificates, Courses, Meet the Faculty, Resources, Events, and SHIMA Club.
These links were also available on the top of the website as well as the bottom footer for ease of
access on each page. All pages were laid out to be easy on the eyes with more visual content than
text with the exception of degrees and certificate, and courses page. Those pages had more text
for explanation; however, videos are placed between the texts to make up the lack of color and
photo.
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Figure 1

Wireframe of the Website

Research Questions

In order to evaluate the project’s website, a usability study was conducted to address five
research questions:

1. How easy is it for new incoming students to navigate through the program website to
locate information?

2. How does the design affect the ease of navigation?
3. How does the content affect students’ interest?
4. How does the content affect the students’ sense of belonging?
5. How does the content affect students’ satisfaction?

Evaluation Strategy

The usability study aimed to determine the ease of use of the website. If the content and purpose
affect navigation, interest, satisfaction, and a sense of belonging, then the students will be able to
adapt well to the new environment. The usability test itself was executed on Zoom by doing a
think aloud walk through of the website. This involved completing several tasks. Protocols used
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in the testing was a modified version of Steve Krug’s script from “Rocket Surgery Made Easy”.
Appendix E.

When conducting a usability test, there needs to be something for the participants to do such as
tasks. Krug (2009) has a two-step process which is to give them tasks, and to give them a
scenario to do the tasks. When facilitating the usability test, we have two roles. A tour guide to
tell the participants what to do, and a therapist to get the participants to verbalize that they are
thinking (Krug, 2009).

The study was conducted to evaluate the ease of use throughout the website. Participants'
satisfaction, interest, and sense of belonging was measured using the website’s design and
content. Google Forms was the main instrument used to gather information. Pre-test surveys
were used to gather information about participant demographics, and it was sent out prior to the
usability testing. Once the usability testing was completed, the participants were given the
post-test survey to measure their satisfaction of the website usability and content. Appendix A
and D for more information.

Participants from mixed generations X, Y, and Z were contacted through email with a pre-testing
survey, and then proceeded with a one-on-one usability test on Zoom for a speak out loud
walkthrough of the website. After several tasks were performed, they had a post-test survey to
rate the ease of use and navigation, as well as rate of satisfaction such as interest and motivation.

One iteration had a minimum of 5 participants and this repeated 3 times.  After each round of
usability testing the website was revised.

Figure 2

Three iterations of testing flow chart
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Below are couple of questions that were used during the testing:
Appendix E for additional questions.

● When you want to learn about college programs, where do you start?
● Please locate the counselor’s email address.

The usability testing sessions were recorded using the screen record function on Zoom. The
participants were asked to leave their video turned off and their name anonymous. Only their
shared screen and audio were recorded. Participants provided their permission for release of
identifiable data collected as a part of this proposed research with a consent form. The
participants were informed of the procedures, intent of the study, and potential risks to them at
the beginning when they received the pre-test survey via Google Forms.

The data collected from this study were not identifiable to any individual and were considered
anonymous data. Participants’ privacy was protected by not collecting any personal identifiable
information, and by encrypting the recording from the test. Confidentiality was kept by not
sharing the recording and data with any third-party members. The researcher was the only one
who had access to the study records. There were no data or records collected prior to the study.
The data collected from the study were encrypted on the computer using VeraCrypt. The
password was stored in the researcher’s memory. Only the researcher had access to the data. The
data was stored in an mp4 format in the researcher’s computer within an encrypted folder until
the end of May 2021. When the study was completed, the data was destroyed.

Participants

The demographic data from the Spring 2020 semester identified that the majority of students
attending KCC were of Generation Z and Y (Millennials), and a handful of Generations X and
Baby Boomers. Due to this diverse group, evaluation of ease of use and navigation, and the
measurement of satisfaction may differ among the different age brackets. While the Millennials
are the first tech savvy generation and have immigrated to new media, Generation Z was born
with new media (Loveland, 2017). These generations are familiar with technology and learning
through media; however, the older Generation X and Baby Boomers may prefer reading text
rather than video and social media.

The target audience for this study were those who are close to the demographic of the current
students of KCC. Below are the data from the Spring 2020 semester. It shows that about 64%
were under the age of 24, about 24% were between the ages of 25-34, about 11 % were between
the ages of 35-59, and just 0.8% for ages 60 and over. It also indicates that over 60% of these
students were female. Therefore, the target audience of this project was students in various age
brackets, but mostly those age 34 and under.
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Figure 2

Kapiolani Community College Spring 2020 Student Demographic

Kapiolani Community College Office for Institutional Effectiveness. (2020, February)

Participants may include pregnant women or adults with diminished capacity; however, they
were not asked questions that identified as such. There were personal identifiable questions
asked in this study. Women and minorities were not intentionally excluded from the research;
however minors under the age of 18 were excluded to eliminate complications of the protocol.

Screening was done in a simple email at the time participants inquired about the usability test to
identify if they were at least 18 years old.

There were no students, employees or laboratory personnel that were coerced or under undue
influence. There were bilingual or multilingual participants unintentionally recruited; however,
they were not asked any questions to identify such information. Non-English speakers were not
recruited to avoid language barriers in the collected data as a think-aloud walkthrough requires
the understanding of what is orally said during the walkthrough.

There was no compensation of any sort for participation or referrals. This also meant there were
no extra course credits earned for participation. Participants did not incur any costs for
participating. In the unlikely event the participant incurs cost due to injury/harm, contact
uhirb@hawaii.edu for more information. The overall level of risk for this study is minimal. The
risk level was the same as the participants' everyday life. Risks and discomfort associated with
this study included stress from using unfamiliar technology and knowing that they are being
recorded. Participants were able to stop participation at any time. There were no known direct
benefits to the participants for participating in this study.

The researcher is an employee of KCC who has ties with the local community and is familiar
with its local attitudes and cultural norms and sensitivities to carry out the research. The
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researcher recruited from personal connections, and explained the research along with the
instructions through email. The researcher contacted personal acquaintances and their contact to
recruit participants for the study. There were no agencies used for recruitment. There was a
simple flyer used in conjunction with email, text message, Line app, Facebook messenger, and
Instagram direct message to recruit participants.

Procedures

Once participants agreed to participate and confirmed they were age 18 or older, they received an
email with the pre-test survey. Individual tests were scheduled, and tests were conducted on
Zoom and were recorded. Participants did a think-aloud walkthrough of the website and were
asked to complete several tasks. Once they were done, they were given a post-test questionnaire.
After that was completed, the participants were done. The researcher revised the website after
each testing session using the feedback from the post-test survey. The third revision was the final
product.

Figure 3

Usability test flow chart
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The researcher conducted the one-on-one testing sessions synchronously online via Zoom. There
was no specific time or day the test was conducted, and it was strictly done by appointment
depending on the participants availability. It took approximately up to 1 hour to complete.

There were no school-based activities where class time is used nor was there deception used in
this study. The researcher is not using existing data.

Analysis and Results

The goal of this usability test was to determine the ease of use and navigation of the website for
new students who are starting the HOST program at KCC, and to determine if the design and
content of the website affected the students’ interest, sense of belonging, and satisfaction.

The usability study was conducted with a total of 15 participants who ranged in age from 18-59
years, and were either male or female. In terms of education, the participants ranged in highest
education completed with high school degrees to master’s degrees. While 47% of the
participants’ highest education achieved was a 4-year college degree, 27% completed High
School/GED, 20% completed a 2-year college degree, and 7% attained a Master’s degree.
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Table 1

Participant Gender, Age, Education, and Employment Level (n=15)

Characteristics Number Percent

Gender

Male 4 26.70%

Female 11 73.30%

Age

0-24 4 26.70%

25-34 7 46.70%

35-59 4 26.70%

60+ 0 0.00%

Education

Did not finish High School 0 0.00%

High School/GED 4 26.70%

2 year college (Associate's Degree) 3 20.00%

4 year college (Bachelor's Degree) 7 46.70%

Master's Degree 1 6.70%

Employment

Employed (Full-Time) 9 60.00%

Employed (Part-Time) 3 20.00%

Self-Employed 1 6.70%

Unemployed 1 6.70%

Full-Time Student 1 6.70%

According to the data collected through the pre-test survey, 55.3% of the participants reported
being extremely comfortable with using technology, 40% being comfortable, and 6.7% being
neutral using technology.
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Table 2

Results of the Pre-Test Survey (n = 15)

Round 1 Round 2 Round 3

Category M SD M SD M SD

Comfort working online
synchronously in a group 4.00 1.00 3.80 0.84 3.00 1.22

Comfort starting college 3.80 1.10 3.80 0.84 3.80 1.10

Sense of belonging 3.40 1.14 4.20 0.84 2.80 0.45

Comfort using technology 4.20 0.84 4.60 0.55 4.60 0.55

Totals 3.85 1.02 4.10 0.77 3.55 0.83

Figure 4

Participants’ Comfort Level with Technology (n = 15)
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The participants reported using a range of social media platforms as shown in Table 3. The top
two platforms turned out to be Instagram with 76.7% of the participants reporting they used it,
and Facebook with 53.3% usage by participants. When asked about how frequently they use of
social media, 66.7% of the participants answered that they use social media daily and 26.7% said
weekly, and 6.7% said never.

Table 3

Participants’ Social Media Usage (n = 15 )

Characteristics Number Percent

Social Media Account Owned
Facebook 8 53.30%

Instagram 13 76.70%

Myspace 0 0.00%

Linkedin 6 40.00%

Twitter 5 33.30%

TikTok 4 26.70%

Snapchat 5 33.30%

None of the
above 1 6.70%

Social Media Usage
Daily 10 66.70%

Weekly 4 26.70%

Monthly 0 0.00%

Yearly 0 0.00%

Never 1 6.70%

During the usability testing on Zoom, participants were given several tasks to locate information.
The time it took them to locate the information was recorded.. A total of four tasks were
completed by 15 participants. Only 1 (6.7%) participant failed to complete one of the tasks.
Although the average time to complete the tasks was under 30 seconds, the shortest time was
four seconds while the longest time was 74 seconds. This shows that not everyone saw the
website the same way and some participants took longer to find things than others. The one
participant that failed to find the counselor’s email address found the counselor’s picture with a
name and title; however, that person did not think to click on it to get to the contact info. That
resulted in the participant giving up on finding the information.
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Table 4

Average Time per Usability Tasks in Seconds (n = 15)

Location Task Task Successful Count Avg. Std. Dev. Min. Max.

Counselor's Email
Yes 14 29.93 19.25 6 74

No 1 --- -- --- ---

Title of HOST 150
Yes 15 23.53 16.68 7 66

No 0 --- -- --- ---

SHIMA Club
Yes 15 20.4 11.11 8 50

No 0 --- -- --- ---

Graduation
Requirement

Yes 15 20.53 10.25 4 40

No 0 --- -- --- ---

Upon testing the website during the usability test, the participants were given a Google Form
survey. According to the survey, 73.3% participants answered that the website was extremely
easy to use, 20% easy, and 6.7% felt neutral. When asked about the design of the website, 40%
answered that it was extremely good, 33.3% said good, 20% said neutral, and 6.7% said bad.
These data show that the design of the website reflected the ease of navigation of the website.
The better the design, the easier to navigate the website.
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Table 5

Post-Test Survey (n=15)

Round 1 Round 2 Round 3

Category M SD M SD M SD

Ease of use: Navigation 4.60 0.55 4.60 0.89 4.80 0.45

Design 4.40 0.55 3.40 1.14 4.40 0.89

Comfort starting college
after visiting website

4.60 0.89 4.20 0.84 4.80 0.45

Interest in program 4.00 0.71 3.80 1.30 4.40 0.55

Sense of belonging after
visiting website

4.00 0.71 4.00 0.71 4.60 0.89

Satisfaction 4.20 0.84 4.20 1.30 4.50 0.89

Totals 4.30 0.71 4.03 1.03 4.58 0.69

Figure 5

Participants’ Ratings of the Website’s Ease of Use: Navigation (n = 15)
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Figure 6

Participants’ Ratings of the Website’s Design (n = 15)

Figure 7
Participants’ Interest in Hospitality & Tourism Program (n = 15)
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Prior to visiting the website, eight of the participants (53.3%) felt neutral while five (33.3%) felt
extremely comfortable, and two (13.3%) felt comfortable about starting college as new students
in the HOST program. When asked about their sense of belonging to the program, two (13.3%)
felt a little out of place, six (40%) felt neutral, and four (26.7%) felt that they were meant to be in
the program. Another three participants (20%) felt that they belonged in the program. When
asked the same question after visiting the website, their comfort level of starting college in the
HOST program rose drastically. Sixty-six point seven percent66.7% felt extremely comfortable,
13.3% felt comfortable, and 13.3% felt neutral about starting as a new student. Their sense of
belonging to the program also rose after their visit to the website. Sixty percent felt that they are
meant to be in the HOST program, 20% felt that they belong, 13.3% neutral, and 6.7% felt a
little out of place.

Figure 8

Comparison of Participants’ Comfort & Sense of Belonging at Pre-Test and Post-Test (n = 15)
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Overall, the participants were satisfied with the website. Sixty percent felt extremely satisfied,
20% felt satisfied, 13.3% neutral, and 6.7% felt unsatisfied.

Figure 9

Participants’ Satisfaction with the Website (n = 15)

Discussion

The purpose of this project was to design and evaluate a place where new students could go to
easily find information relevant to the program they declared to study. The website was trying to
solve the problem of new students feeling lost and not knowing much about their program of
study, which often leads to discomfort and a feeling of being out of place. According to the
evaluation results, the website was very effective in making participants feel comfortable as a
new student entering the program. It also made them feel like they belonged in the program.

During the think aloud walkthrough, there were many positive comments made about the visuals
presented on the website. Examples include feeling closer when seeing the faces of the faculty
members. Pictures and videos were favored over just text and this was evident when 9 out of 15
participants (60%) answered that their favorite website is YouTube or Social Media, sites that
focus on videos and pictures to share information. The familiarity that the videos and pictures
give leads to comfort starting college and gives a sense of belonging.

What seemed to not work with the design was the shifting of content on the participants’ screens.
Depending on the device the participants were on, the positioning of certain items shifted and



21

often overlapped with other parts of the website. There were also instances where embedded
content did not appear on certain participants’ screens. Also, many of the participants
commented that the degree section and the courses section was too long, advising that the
designer implement an accordion style interface; however, this was not possible with the free
version of the website builder that was used. All of these issues led to frustration in navigation as
certain information was hidden due to overlapping elements. And, the never-ending scrolling
through information gave a lot of stress to participants.

Figure 10

An Image of Overlapping Content within the Website

Figure 11

Disappearance of Embedded Item Creating Empty White Space
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Conclusion

A well-designed website can have an impact on people, and colleges should invest more time
and effort into creating websites where more emphasis is on to program specific web pages. A
readily available web page with detailed info about the specific program along with info
regarding the specific department allows for the creation of familiarity which leads to comfort,
sense of belonging, and ultimately student success. The power of information is grand, but it is
also very apparent that videos and pictures play a very important role in grabbing the attention
and interest of the students.

Evaluating the design of the website using the usability test was an eyeopener. It was evident that
not every participant was satisfied despite using a very simple and straightforward website
design. Although the majority of the participants found the website easy to navigate, there was
one that had a hard time locating links or did not realize there were links even though the cursor
had gone over them. Seeing someone finding information in 6 seconds vs 74 seconds is quite a
big gap and shows that everyone sees things differently. There were those who disliked moving
banners, while there were those who loved it. It is important to take suggestions from as many
people as possible to learn what their needs are through the usability test; however, not all
suggestions can be reflected. It is important to determine which suggestions to implement to
further polish the website.

Now that this research is complete, it is evident that analyzing was the most important step of
this project. Knowing the problem, purpose, audience, and objective needs to be done before the
design process so that the website can be properly developed, implemented, and evaluated. These
five steps made this project streamlined and maneuvered smoothly.
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Appendix A – Pre-Test Survey

HOST Website Usability Test Pre-Test Questionnaire
Usability Research Pre-Test Questionnaire

Aloha,

My name is Julie Takeda and I am a Learning Design and Technology graduate student
at the University of Hawaii at Manoa.

Thank you for taking your precious time to participate in the usability research. You were
selected to be part of this usability test by referral by your peers.

I am asking you to test my website I have created for the new incoming Hospitality and
Tourism students at Kapiolani Community College. The purpose of this usability
research is to evaluate the ease of use and navigation of the informational website for
the new students entering the Hospitality and Tourism program at Kapiolani Community
College.  I would like to see if the content on the site is understandable and arranged in
a format that is easily located and navigable. The session should take about one hour.

But before we go onto the actual website, I would like for you to answer the following
questions in this questionnaire. This pre-test questionnaire is to see what type of people
are testing the usability of the website. You will be asked to answer questions about
yourself and to measure your feelings.

Please proceed and answer the questions as if you have just registered to attend
Kapiolani Community College, Hospitality & Tourism program. When you are finished,
all you have to do is click on the “send" button on the top right corner.  Your identity will
remain confidential and your answers will be anonymous. All data collected will be
solely used for the purpose of research only and will be protected. I will be looking
forward to your reply.

I want to make this clear, I am testing the site and its content, not you. You cannot do
anything wrong here. In fact, this is probably the one place today where you don’t have
to worry about making mistakes.
As you use the site, I am going to ask you as much as possible to take notes of what
you are thinking both good and bad. This will be a big help to me.

Also, please do not worry that you are going to hurt my feelings. I am doing this to
improve the site, so I need to hear your honest reactions and feedbacks.

If you have any questions, please write it down along with any other insights.

I want to thank you for your time and willingness to be a participant in this study. I will be
walking you through the session.
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1. What is your age?
a. 0-24 years old
b. 25-34years old
c. 35-59 years old
d. 60+ years old

2. What is your gender?
a. Female
b. Male
c. Non-Binary
d. Prefer not to say

3. What is the highest level of education that you have completed?
a. Did not finish High School
b. High School Diploma or GED
c. 2 year college (Associate's degree)
d. 4 year college (Bachelor's degree)
e. Other…

4. What is your status of employment?
a. Employed full-time
b. Employed part-time
c. Self-Employed
d. Unemployed
e. Other…

5. How would you assess your comfort with using technology?
a. Extremely Uncomfortable
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Comfortable

6. How frequently do you use a computer?
a. Daily
b. Weekly
c. Monthly
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d. Yearly
e. Never

7. Which item do you own? (check all that applies)
a. Computer (desktop/laptop)
b. Tablet
c. Smart Phone
d. Facsimile Machine
e. None of the above

8. Which software/program do you use? (check all that applies)
a. Word
b. Excel
c. Powerpoint
d. Adobe Acrobat
e. Google Suites (docs, sheets, slides, sites, etc.)
f. Zoom or other Video Conference software
g. None of the above

9. What is the preferred method of communication?
a. Email
b. Text message
c. Phone call
d. Video chat
e. Face to face
f. Other…

10.How frequently do you use video conferencing?
a. Daily
b. Weekly
c. Monthly
d. Yearly
e. Never

11. Which social media account do you use? (check all that applies)
a. Facebook
b. Instagram
c. Myspace
d. Linkedin
e. Twitter
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f. TikTok
g. Snapchat
h. None of the above

12.How frequently do you use social media?
a. Daily
b. Weekly
c. Monthly
d. Yearly
e. Never

13.What is your level of comfort in working in a group online synchronously?
a. Extremely Uncomfortable
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Comfortable

14.How would you assess your comfort starting college as a new student?
a. Extremely Uncomfortable
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Comfortable

15.How would you rate your sense of belonging? Do you feel like you belong in
college in the Hospitality and Tourism program?

a. I feel out of place
b. 1
c. 2
d. 3
e. 4
f. 5
g. I feel I was meant to be in this program
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Appendix B: Recruitment Flyer
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Appendix C: Recruitment Phone Script

Recruitment Phone Script

Aloha,

My name is Julie Takeda from Kapiʻolani Community College, Hospitality and Tourism
Education Department. I am calling today to see if you would be interested in
participating in a usability study of a website. The study will be conducted on a
one-on-one basis so date and time are flexible. It will take no more than an hour, and
your personal identifiable information that may be collected will not be published.

This study is conducted as part of the graduate project at the University of Hawaiʻi at
Mānoa.

Your participation in this study is much appreciated.

Mahalo!
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Appendix D: Post-Test Survey

HOST Website Usability Test Post-Test Questionnaire
Usability Research Post-Test Questionnaire

Mahalo!

Thank you for taking your precious time to participate in the usability research.

Now that you have tested my website, I would like to ask you some questions regarding
your experience. You will be asked about the ease of use and navigation, and also if
your feeling has changed after using the website.

Please proceed and answer the questions as if you are the new student that just visited
the website. When you are finished, all you have to do is click on the “send" button on
the top right corner.  Your identity will remain confidential and your answers will be
anonymous. All data collected will be solely used for the purpose of research only and
will be protected. I will be looking forward to your reply.

I want to thank you for your time and willingness to be a participant in this study.

1. How do you rate the ease of use to navigate the website?
a. Extremely Hard
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Easy

2. How do you rate the design of the website?
a. Extremely Bad
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Good

3. How would you assess your comfort starting college as a new student after visiting
the website?

a. Extremely Uncomfortable
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b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Comfortable

4. How would you rate your interest in the program?
a. Extremely Uninterested
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Interested

5. How would you rate your sense of belonging after visiting the website? Do you feel
like you belong in college in the Hospitality and Tourism program?

a. I feel out of place
b. 1
c. 2
d. 3
e. 4
f. 5
g. I feel I was meant to be in this program

6. How would you rate your satisfaction with the website?
a. Extremely Unsatisfied
b. 1
c. 2
d. 3
e. 4
f. 5
g. Extremely Satisfied

7. Suggestions?
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Appendix E: Usability Protocol Script

Where’s My Pineapple? A Usability Study on
Hospitality & Tourism Program Website for New Students

Julie Takeda
Learning Design and Technology

College of Education
University of Hawaiʻi at Mānoa

jtakeda@hawaii.edu
https://kcchost.wixsite.com/aloha

Technology Set-Up Checklist (Facilitator Computer)

1. Facilitator should set up his/her computer and attach all cords/peripherals
2. Plug into a power outlet (don’t trust the battery)
3. Make sure computer is connected to the Internet
4. Set up audio and test - headset test

a. Ensure the microphone is working
b. Ensure the volume is at a reasonable level

5. Login to Facilitator Zoom account
6. Contact participant and ask if participant’s computer is set up and participant is ready.

After Participant computer is set up:

7. Facilitator invites participant to a Zoom meeting room.
8. Facilitator can access Zoom by clicking on the link on the scheduled Zoom meeting

(email).
9. Participant can test if Zoom is working with the link provided or via invite:
10. Run a test with Zoom and test video/audio and screen share

a. If it does not work, then review preparation of Facilitator’s computer and retest:
i. Ensure that you are running the Chrome browser for best results
ii. Ensure you have the current Zoom software is downloaded

Technology Set-Up Checklist (Participant Computer)

11. Participant sets up computer and attach all cords/peripherals
12. Plug into a power outlet (don’t trust the battery)
13. Make sure computer is connected to the Internet
14. Set up audio and test - headset test

a. Ensure the microphone is working
b. Ensure the volume is at a reasonable level

15. Wait for facilitator to contact asking if ready
16. When contacted, facilitator will send invitation for Zoom meeting room
17. Accept invitation through Zoom.
18. Run a test with the Facilitator computer through Zoom.

a. If it does not work, then review preparation of participant computer for Zoom & retest:
i. Ensure that you are running the Chrome browser for best results

ii. Ensure you have the current Zoom software downloaded

https://kcchost.wixsite.com/aloha
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Facilitator Script

❏ START the Zoom recording by clicking on the “Record” button

Hi, [insert participant’s name]. My name is [insert facilitator’s name], and I am going to be
walking you through this session today.

Before I begin, I have some information for you, and I am going to read it to make sure that I
cover everything.

Since it was explained to you at the time of recruitment, you probably already have a good idea
of why you are here, but let me go over it again briefly. I am asking you to review my Hospitality
and Tourism education program website content for new students. I would like to see if the
website is easily navigable, content on the site is understandable and arranged in a format that
makes sense, and satisfactory. The session should take about 30 minutes for your time.

The first thing I want to make clear right away is that I am testing the site, not you. You cannot
do anything wrong here. In fact, this is probably the one place today where you do not have to
worry about making mistakes.

As you use the site, I am going to ask you as much as possible to try to think out loud: to talk
about what you are looking at, what you are trying to do, and what you are thinking. This will be
a big help to me.

Also, please do not worry that you are going to hurt my feelings. I am doing this to improve the
site, so I need to hear your honest reactions.

If you have any questions as we go along, just ask them. I may not be able to answer them right
away, since we are interested in how people do when they do not have someone who can help.
But if you still have any questions when we are done I will try to answer them then.

And if you need to take a break at any point, just let me know. Do you have any questions so
far?

❏ Ask participant a few preliminary questions:

OK. Before we look at the site, I would like to ask you just a few quick questions about yourself.

When you want to learn about college programs, where do you start?

What kind of sites do you like to visit?

Do you intentionally visit any educational websites?

Do you have any favorite sites (education or not)?

What do you like about those sites? What don’t you like?

OK, great. We’re done with the questions, and we can start testing out the site.

❏ Send participant URL for website to be evaluated:
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Use the chat feature of Zoom or send your participant an email with the URL for the website to
be evaluated. Ask participant to open URL.

❏ Ask participant to begin the screenshare:

In Zoom, please start screen share by clicking on the green ‘Share’ button on your lower
navigation.

❏ Have participants do a narrative of the website’s overall appearance three or four
minutes, at most:

I am going to ask you to look at just look around and do a little narrative.

❏ Ask participant to complete a few specific tasks based off of their scenarios sheet:

Now I am going to ask you to try finding some specific information on the site. And again, as
much as possible, try to think out loud as you go along.

Allow the user to proceed from one task to the next until you don’t feel like it’s producing
any value or the user becomes very frustrated. Repeat for each task or until time runs
out.

Scenarios for Usability Study

You are a new student to the Hospitality and Tourism program at Kapiolani Community
College and you want to learn about the program. You come across the KCC HOST Program
website.

Can you locate the counselor’s email address.

Can you find out for me what the course title is for HOST150.

What other information do you see on the page?

Can you find the student club page and tell me what their club name is?

Can you tell me what the student club’s acronym stands for?

Can you show me how to get to the requirement to graduate?

Can you find the other pages of the website?

Thanks, that was very helpful.

❏ Request from the participant that they end their screenshare by clicking on the
“Stop share” link at the top of their Zoom window.

❏ Ask the observers’ questions (if time permits).
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We are done with the main questions, but I have a few more general questions to ask you.

1. On a scale of 1 to 7, with 1 representing very difficult and 7 representing very easy, how
would you rate your experience during today's testing?

2. Please think back to other college program websites you have looked at before. Were
you able to understand the information being presented? Compared to your prior
experience, would you say that the information you encountered was easier or more
difficult to understand? Why?

3. After participating in this study, would you recommend this website to any of your
friends? Why?

That’s the last question, Do you have any questions for me, now that we’re done?

I want to thank you for your time and willingness to be a participant in this study.

❑ Stop Zoom recording by clicking on the “Stop Recording” button on the
lower navigation

After the Session:

1. Save mp4 video file in an encrypted folder.
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Appendix F: Consent Form
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Appendix G – Screenshot of Homepage of Website
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Appendix H: Screenshot of Faculty Page
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Appendix I: Screenshot of Course Page

Appendix J: Screenshot of Degree and Certificate Page
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Appendix K: Screenshot of Resources Page

Appendix L: Screenshot of Events Page
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Appendix M: Screenshot of Student Club Page
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Appendix N – CITI IPS Exempt Researchers and Key Personnel Certificate

Appendix O – CITI Human Subjects Research (HSR) Exempt Researchers and Key Personnel
Certificate


