Product strategy &
research: Scheduling app
redesign

CLIENT
Culture Shock Dance Center

PROJECT SUMMARY

® Did qualitative company and user research to find
possible enhancements

° Improved usability for clients, which made the staff’s job
easier and the in-person experience more welcoming

® Delivered a prototype only, due to budget constraints

TIMELINE & TEAM
° 10 weeks
° I was the sole designer and researcher

RESULTS

° Automatic check-in reduced wait times for classes

° Registration and payment improvements removed student
dependency on staff

° Inclusion of class, studio, and account information allowed
students to find information on their own time




Company Overview

Culture Shock Dance Center was a hip hop dance training facility with
over 100 classes for students of all ages and experience levels.

On an average day there would be 600 students and parents coming
through the doors to take classes and get information.

Problem

“Save time and skip the line!”

The studio released a scheduling app for students to pre-register for
classes in order to reduce long lines in the lobby for checking in, and for
more easily purchasing classes.

The app failed to do either of these things.

Students still had to check in on kiosks in the lobby, and over half of the
students couldn’t make purchases without staff assistance.



PROJECT OVERVIEW
TL; DR
PROBLEM SOLUTION IMPACT

Added automatic check-in

Tied discount codes to
“account types”

Added youth/teen classes
and improved filters

Added an FAQ




PROCESS

I completed this 10-week project from research

through prototype and user testing.

WEEKS 1-3

WEEKS 4-6

WEEKS 7-10

RESEARCH & DISCOVERY

Determined business, staff,
and customer goals, and
how a redesigned
scheduling app would
benefit everyone.

Completed an audit of the
current app, as well as
competitive analysis of
other dance and yoga studio

apps.

Compiled data gathered via
contextual inquiry and
observations during my 3
years of desk shifts.

PRODUCT STRATEGY

Identified and prioritized 4
features that would resolve
the largest pain points for
students and staff
members.

Created a site map to
include the capabilities of
the website that would be

crucial for the app redesign.

EXPERIENCE DESIGN

Created wireframes for 70
screens of the app.

Added or adjusted systems
for a smoother sign-in
process, finding classes and
information, inclusive
payment, and
instructor/student contact.

PROTOTYPE & TESTING

Created an interactive
prototype using Figma.

Conducted usability
testing with 5 participants
and noted parts of the user
flow to update in future
iterations.



RESEARCH

The goal for staff and management was to provide
quality service to the dancers that increased
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THE STUDIO

° Provide high-quality dance
training and education.

° Increase the number of new
students and convert them
to regulars.

business to the studio.

O
=

DESK STAFF

Efficiently and accurately
process sign-ins and
financial transactions.

Be available to answer
customer questions and
solve problems.

Build client relationships.

o

DANCERS

Easily sign up for and
pay for classes.

Learning choreography
and getting a good
workout.



What was standing in the way of
“Save time and skip the line”?

Everyone had to check in at the front desk,
whether or not they used the app to pre-register.

There was a huge burden on the 1 desk staff
member to oversee check-in and run transactions
for up to 150 people in a 20-minute period.

Culture Shock wanted to keep the same number
of staff per shift but make the check-in process
more accurate and efficient.

If more customers were able to use the app for
registration and payment:
e  Staff would spend less time per customer.

e  Classinterruptions due to missed sign-ins
would be reduced.

e Staff would become available for other
customer needs.



The ideal check-in process would take less than one

minute for most students.

Pre-registerinapp ——» Enterlobby — —, Waitinline(<1min.) —— Signin ——» Pay — — Gotoclass



The actual check-in process could take over 10 minutes.

Create account
’_> (5 min.) _‘
Pre-registerinapp ——» Enterlobby — , Waitinline » Signin ——

(Avg. 3 min.)

Wait for staff to finish with

previous customer (1-2 Halfway through class,
min.) —» Pay » Gotoclass » staff takes roll because
someone didn’t sign in

A

Staff to confirm if
discount can be applied
(30 sec.)

Student leaves class to

pay, irritated that they Instructor and students
were called out annoyed at disruption

Parent tells staff they . .
> signed themselves up —» Staff jots down note to fix

instead of child this when they have time



RESEARCH

I audited the current app, and did competitive analysis of

other dance and yoga studio apps.




RESEARCH

Audit: Advance registration
guaranteed a spot in class but
didn’t allow students to “Save Services = ¢ Schedule-AllClasses
time and skip the line!”

S M T

Cardio Hip Hop Level 2, Mon @

e Thedefault schedule view was a 9:30am ®
. . *May contain Adult Content 0 3 4 5 6 7 8
massive list. It took me months to **Not recommended for children

discover calendar view. 9 10 1 12 13 14 15

Jazz Funk Level 2, Mon @

e  Only adult classes could be 10:30am 6) 1
. *May contain Adult Content
booked in advance - about half of **Not recommended for children 24

classes offered. Cardio Hip Hop Level 2, Mon @

4:30pm ®
*May contain Adult Content
**Not recommended for children

Sun, September 2

Cardio Hip Hop Level 2, S...
with Anthony Rodriguez

9:30 AM - 10:25 AM @
@ Culture Shock Dance Center

Class full

Jazz Funk Level 4, Mon @ 5:30

*May contain Adult Content @
**Not recommended for children

Cardio Hip Hop Level 2, Mon @
Q@

My Activities Services More

Hip Hop Level 2, Sun @ 1...

Default view Calendar view



RESEARCH

Audit: App purchases were
limited to adults and discounts
couldn’t be applied.

e Noyouth/teen sessions
available, only adult
classes and packages.

e  Discounts could only be
applied by staff members.

N@ T 458%m12:23 AM

< Select a Plan or Pass

One Week Unlimited
$85.00 * Unlimited visits for 1 week

One Month Unlimited
$150.00 * Unlimited visits for 1 month

Three Month Unlimited
$375.00 * Unlimited visits for 3 months

4 Class Package
$55.00 - 4 visits

8 Class Package
$104.00 - 8 visits

16 Class Package
$199.00 * 16 visits

20 Class Package
$239.00 - 20 visits

40 Class Package
$399.00 -+ 40 visits




RESEARCH

Audit: The class filter function
was ineffective and lacked
many services.

o Inefficient filtering system - users must
scroll through a long list.

e  Only adult classes listed - about half of
classes offered.

e Listincluded classes no longer offered.

NG T 458%m12:22 AM

X Filters

SERVICES TIMES STAFF LOCATIONS

©

Classes (123 of 123)
Cardio Hip Hop Level 2, Mon @ 9:30am
Jazz Funk Level 2, Mon @ 10:30am

Cardio Hip Hop Level 2, Mon @ 4:30pm

Jazz Funk Level 4, Mon @ 5:30

Cardio Hip Hop Level 2, Mon @ 5:30pm
Hip Hop Level 3, Mon @ 6:30pm
Tap Level 2, Mon @ 6:30pm

Tap Level 4, Mon @ 6:30pm

© © 0 06 06 0 06 00

Island Fusion Level 3, Mon @ 6:30pm




RESEARCH

Audit: Students had to rely on
staff’s limited availability for a
large portion of account, class,
and studio information.

e  Account page didn’t show class package
expiration or class history

e  Settings page (labeled Contact Us) provided
few and unhelpful notification options.

e Basicinformation wasn’t readily available.

e  Students could only communicate with
instructors between classes or on personal
social media accounts.

e Terminology was inconsistent within the app
and didn’t reflect what was used by staff.

Tessa Hatlelid

Plans & Passes

Payment Methods

Culture Shock Dance Center

Settings

NG T 58%m12:24 AM

< Contact Us

App Version

Notification Settings

Terms of Service

Privacy Policy

Third Party Notices

Report a Problem

Sign Out

@

My Activities




RESEARCH

Competitive analysis:
Other studios include
account, studio, and

class information, as —
well as effective LR
filtering options.

ol T A50%a331PM O

Activities Jessica Rubin

Leanna

‘ Tessa Hatlelid
dgmail.co

norae
::U' i';nh o While using yoga as a tool to help ease stress
= before her national figure skating competi-
tions, Jessica quickly found her time on her
mat to be her favorite part of every day. At the
age of 16, she pursued her passion of teach-
ing yoga. Jessica has participated in several
teacher trainings and studied with world
renowned yogis such as Ganga White, Rachel
Brathen, and Deepak Chopra. In addition to
being a 500-RYT Vinyasa/Hatha instructor and
CorePower Yoga 2 Aerial Yoga Instructor, Jessica is a Nationally
8 Add o Certified Personal Trainer and Group Fitness
Calendar Instructor. Through creative flow sequences,
fluid breath, and positive energy, Jessica
strives to guide her students on their path to
their highest self, encouraging self-love and
Tue,02/06 C1.5- CorePower Yoga1.5 creativity throughout each class.
4:00 PM Blawe

Calendar

c Relevant account information
and history

: kshops
e Filters are more effective and ——
users can also search :

o Instructor bios

(® My Account

Waod 0o/n7 _*C1.5 - CorePower Yoda




RESEARCH

I collected data using contextual inquiry and observations
during my desk shifts to understand the pain points of dancers
and staff during peak times.

STUDENTS (CURRENT, POTENTIAL, DESK STAFF
AND PARENTS OF)
e  Were repeatedly asked the same
e No ability to register for questions about the studio,
youth/teen sessions on the app. classes, and accounts.
e Difficult to talk to staff because e  Made financial errors because
there was only 1 on shift at they had to move so quickly.
atime.

e Difficulty keeping track of so
e  Staffinterrupting class to take many things by themselves.
someone’s payment often
ruined the vibe or embarrassed

the student.

e Classrostersdidn’t show if a
student got a discount, slowing
down service.

e Had questions for instructors
but couldn’t contact them.



RESEARCH

Based on the research, I focused on two types of
customers most likely to use the studio’s app.

MARINA: THE REGULAR

- Takes Cardio Hip Hop & Contemporary
- Dances for health and relaxation

NATHAN: THE DANCE DAD

- His 10 year old daughter takes Hip Hop
- Working professional

Wants to

Key insights

° Ensure she has a spot in class by
pre-booking

e  Skip the long check-in lines

° Assumes that pre-booking a class is the
same as signingin.

° Worries that she’ll be called out in class for
forgetting to pay. She’s considered not going
back into class if that happens.

Wants to
° Search for youth classes for his daughter
e  Register and pay for class during the
workday
Key insights

° Expects youth/teen classes to be available
on both the app and the website.

° Wants to get some of his questions answered
when the studio isn’t open.




STRATEGY

Addressing 4 out of 6 categories of customer pain points would

make the biggest difference for students and staff members.

REGISTRATION

Confusing processes in the app, website, and
in-studio kiosk

PAYMENT

Discounts must be done through a staff
member instead of online

FINDING CLASSES

Difficult to find what class styles and levels are
offered to students of different ages

FINDING INFORMATION

Some information available on website, other
information only by talking to staff

SIGN-IN KIOSK

Onboarding process is confusing, want to pay
on tablet, sign up vs sign in

OTHER STUDIO ISSUES

More drop-in classes for youth, offer make-up
classes, don’t want to make account




DESIGN

I mapped out necessary functions for the reimagined app.
Items with asterisks were part of the original app.

Register / Signin | >|  Onboarding
Purchase Account Events About Messages
Schedule ; Contact info Sales Contact*
Single class p o5 e
All classes* Memberships Auditions Policies
id Class package*
My classes* - Payment methods* Performances Instructors & staff
] Youth/teen sessions e R X
Class details* 3 i Billing history Master classes Scholarship
Gift certificates -
Account activity Camps & workshops Private lessons
Friends Studio rentals
Waivers
Settings
Instructor bios Cal_'t
Assign purchases
Finding classes Registration Finding information

and payment



DESIGN

Next, I added or adjusted features that make
tasks easier for customers and reduce stress

on staff:
[ —_—

c Effective filters, FAQs, and instructor 2 ﬂ:,.ms .
bios would let students find classes and
information outside business hours

— ERSICR-TD
gi M%

“TOIDCOONTS  ATTOMNTIGALLYY
APPLED

\oe: |
RDOLT | Neuwa
CLASSES

vuv ce9C

C3ED

a Linking discounts to “account types”

would automatically apply discounts
AR FOR.
ARSTROXTOR-

o Messaging would allow students to
OR. FTEOEST

communicate with instructors and
other students without having to search
personal social media




PROTOTYPE & TESTING

Usability testing with 5 participants

revealed that a more efficient
registration and check-in process
was crucial to improving the
in-studio experience.

a The “Settings” page in the current app only had
notifications for billing and scheduling.

a Automatic check-in allowed students to skip the lobby
lines and head straight into the studio.

o Expanded notification options provided dancers
information when they want it and freed up desk staff
for other questions and tasks.

App Version
a Notification Settings
Terms of Service
Privacy Policy

Third Party Notices

Before

NIl T 58%m12:24 AM

Contact Us

9:41

¢« Settings & Profile

v)) @ Automaticcheckin @
Notifications
Messages
Friend invites
Payments
Instructor subs
Sales
News & events
Credit card expiring
Class package expiring

2classes left

Personal information

First name
Jake

Middle name (optional)



PROTOTYPE & TESTING

Allowing users to make all purchases,
including discounts and youth/teen
sessions, through the app reduced
financial errors and pressure on staff.

a Assigning purchases when there are multiple people
on one account was clarified.

0 Reconfigured discounts allowed all students to make
their own purchases and removed the need for staff to
confirm discounts during check-in.

O JakeRussell Gavino
O richard Castro Gavino

4-Class Package
Expires after 9/23/24

4-Class Package
Expires after 9/23/24

Jake Russell Gavino

(O Richard Castro Gavino

o

Youth Hip Hop Level 1 $96
Ages 7-12,Mon @ 4:30pm
Sep 11,2023 - Oct 30,2023

Youth Hip Hop Level 1
Ages 7-12,Mon @ 4:30pm
Sep11,2023 - Oct 30,2023

$76.80

D Jake Russell Gavino D Jake Russell Gavino

D Richard Castro Gavino Richard Castro Gavino

]}

Gift Certificate $96
8-week session

Gift Certificate
8-week session

Total: $247 Total: $172.80

Add more items
Purchase Messages.

Purchase Messages




PROTOTYPE & TESTING

Before

An effective filtering
system for classes let X Fiters

students clearly see classes
and styles offered, Classes (12301129
decreasing reliance on Cardo HipHop Levl 2. Mon @ 9:30am
staff and increasing the il e i
studio’s business. et e G e

N T 4 58%@12:22 AM

0

Filter Classes

Instructor

Any

Island Fusion

Jazz Funk Level 4, Mon @ 5:30 O introjrevel 1 (Fundamentals)

O Level 2(Beginning)
Cardio Hip Hop Level 2, Mon @ 5:30pm T

G Every style offered is listed.

Hip Hop Level 3, Mon @ 6:30pm O tevels(intermediate)

(O Level 5(Advanced)

e Filter options are more effective. Tap Level 2, Mon @ 6:30pm

Tap Level 4, Mon @ 6:30pm

© © © 06 0 0 0 0 0

Island Fusion Level 3, Mon @ 6:30pm

RESET APPLY

B Qw2
Ose QO 1-a

Level 2
Anthony Rodriguez +
22 spaces remaining

- Youth Musical Theatre
4 - a (Dance)



PROTOTYPE & TESTING

Including all class, studio,
and account information in
one location allowed students
to access this information at
any fime.

Easily searchable FAQs

All upcoming events and important news

Instructor bios, including teaching schedule
and links to performance videos

Account information and history

Studio FAQ

Hours & Contact Info

Rates & Policies

Instructors & Staff

Scholarships & Discounts

Private Lessons

Studio Rentals

My Account

e

Home Billing

Bills

Jake Russell Gavino
Staff | Instructor | SO Team

Instructors

- Taylor Romero
> Hip Hop | Choreography

Taylor Romero began her dance journey at the
age of 6. She trained in ballet for 12 years. At the
age of 9, she took her first hip hop class and
immediately fellin love.

In high school, Taylor was a member of Dance
Productions for 3 years, where she found her love
for choreography. She spent her senior year as a
Head Choreographer, as well as President.

Taylor started teaching hip hop professionally at
the age of 16 at her hometown dance studio,
Ramona Julian Academy of Dance. She currently
teaches all levels of youth hip hop ranging from
ages 3-18, and coaches RJAD's Hip Hop
Competition Team,

Tuikey Teoerk (Jardio Perly

Tanred Food Trive

Taylor currently attends Grossmont College for
nursing, while training every chance she gets to
further her dancing career.

Her mission is to one day connect her nursing and
dancing passions to make an inspiring impact on
her students, patients, and the world.

Class & Performance Videos
f//a/l/)yf'ﬁb/@l/r'a /rf(/,'

Class Schedule

Choreography Level 2
Wed 6:30-7:25pm

Youth Hip Hop Level 1 (Ages 3-4)
Thu 4:30-5:25pm

Sat12:30-1:25pm

B ® 0O &

Schedule  Purchase  Massages  NewsSCvents  Account

Do



PROTOTYPE & TESTING

The direct messaging feature for
instructor and student contact was
seen as unnecessary at best and a
security risk at worst.

R=—
\ MESSPHE 5

“ CLASER
| don’t need another messaging app...and | =

especially worry about who would be able B

) O
to contact my daughter. | don’t want ———— stk o
strangers able to talk to her that easily. B i &\:““ T Ruke

i) .

- Usability testing participant,
dancer and parent of a dancer

Possible locations for instructor-only contact: Within bio (left), studio
contact page (right)



PROTOTYPE & TESTING

Marina, The Regular, registers for class in advance and no longer

needs to wait in a huge line to get in.

Schedule <L 4l

Q Filters )
All Classes My Classes

September 2018

@D At Youth

< 9:30am >

Cardio Hip Hop Level 2
Christian Lumba
75 spaces remaining

Youth Hip Hop Level 1
. AvecS-f

B ® 0 @ &

Schedule Purchase Messages NewsBEvents  Account

You're registered for Cardio Hip Hop Level 20on
Saturday, September 22 at 9:30am.

To skip the check=in line, make sure Automatic
Check-inis turned on in Settings.

Adult Youth
9:30am
Cardio Hip Hop Level 2

Christian Lumba
75 4pacts temaining

Youth Hip Hop Level 1
Avech-&

O

Mésger  Newilents  Acuit

0:27

Culture Shock Dance Center e
You're checked in for Cardio Hip Hop!



PROTOTYPE & TESTING

Filter Classes

Instructor

( Any v)
Style

( Any v)
Level

O Intro/Level 1 (Fundamentals)
Level 2 (Beginning)

Level 3 (Beginning/Intermediate)
Level 4 (Intermediate)

Level 5 (Advanced)

Filter Classes

Instructor

( Any v)
Style

[ Hip Hop V]
Level

Intro/Level 1 (Fundamentals)
Level 2 (Beginning)

D Level 3 (Beginning/Intermediate)
O Level 4 (Intermediate)
@]

Level 5 (Advanced)

[ Saturday V]

9:41

Schedule

Q

&
o)

O

All Classes My Classes

Youth Hip Hop Level 1
Ages7-12

Taylor Romero

Track A(Sep 8 - Nov 3)
12 spaces remaining

Youth Hip Hop Level 1
Ages7-12

Bianca Maduefio

Track B(Oct 6 - Dec1)
25 spaces remaining

Youth Hip Hop Level 2
Ages7-14

Shirley Johnston

Track A(Sep 8 - Nov 3)

19 spaces remaining

Clear filters

Nathan, The Dance Dad, registers his daughter for class on his
own time instead of racing to the studio to stand in line.

Register for Youth Hip Hop Level 1 Ages 7-12

starting October 6,2018?

Youth Hip Hop Level 1

il i Ages7-12
k,‘% Bianca Maduefio
T‘*"» Track B (Aug 4 - Sep 29)

Registration closed

Youth Hip Hop Level 2
4 | Ages7-14
L ’ Shirley Johnston
\."‘ Track A(Sep 8 - Nov 3)
19 spaces remaining

Clear filters

+




Current flow

Pre-registerinapp —» Enterlobby — . Waitinline
(Avg. 3 min.)

Create account

(5 min.) _‘
» Signin

Wait for staff to finish with

previous customer (1-2
min.)

Staff to confirm if
discount can be applied
(30 sec.)

Parent tells staff they

— signed themselves up

instead of child

Halfway through class,

— » Staffjots down note to fix
this when they have time

> staff takes roll because
someone didn’t sign in

Student leaves class to

pay, irritated that they Instructor and students
were called out annoyed at disruption



PROTOTYPE & TESTING

“Save time and skip the line” works!

Enabling customers to make more of their own purchases would remove a large burden
from staff, allow staff to develop stronger relationships with students, and build
customer confidence in the business.

Original goal

Pre-registerinapp ——» Enterlobby — , Waitinline (<1 min.) — 4, Signin —— Pay —_, Gotoclass

Final flow

Sign-in notification on phone

Pre-registerinapp ——» Enter lobby

Waitin line (<30 sec) —— Signin —» Pay —» Gotoclass



OUTCOMES & LESSONS

Prioritizing fewer features would have produced
a more effective app.

HOW | WOULD MEASURE SUCCESS QUESTIONS FOR NEXT ITERATION

° Customer feedback ° Are instructors okay with students being able to

?
° Studio atmosphere - Lobbies less crowded, classes interrupted less, contact them?

shifts less stressful for staff ° Would the Studio FAQ and News & Events sections be
too much work for staff to update, or would it be better

° Financial - Fewer staff mistakes with money, more students enrolling, to link to the website?

more classes purchased

WHAT | LEARNED

° If I had prioritized fewer features, the first prototype would have been more effective.

° Doing more user research before designing would have saved time on creating features that will be removed from the next iteration.




