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Executive Summary 

Helping Give Away Psychological Science (HGAPS) is an organization dedicated to bridging the 
gap between psychological science and practical application for community well-being. 
Central to their mission is the Assessment Center, a platform offering free and confidential 
mental health assessments. However, the user journey through this center poses challenges, 
hindering accessibility and completion rates.​
​
As HGAPS aims to expand its reach, optimizing the Assessment Center's usability becomes 
imperative. Currently, users must go through a multi-step process to access the Assessment 
Center. Once a user finds an assessment they are interested in, the multi-step process, 
involving introductory sections, demographic sections, questionnaires, and result 
presentations, creates a daunting journey for some users, leading to dissatisfaction and 
incomplete assessments. ​
​
In order to understand the current process of the user journey to the Assessment Center and 
identify where certain pain points may lie, we utilized several methods of data collection. We 
first met with several individuals from HGAPS and interviewed them to understand how the 
current process works, the reasoning behind their system, and any areas they would like to see 
improvement in. Once identifying that the client wanted us to investigate the college student 
population, we interviewed five students and learned how users unfamiliar to HGAPS 
navigated the website. These Zoom-recorded sessions documented user sequences and 
captured their feedback to comprehensively assess user experiences. In addition to this, we 
reviewed user feedback from an existing Qualtrics linked to the Assessment Center page. ​
​
We are proposing a few changes to this system that will enhance the user experience.  Our 
interviews and interpretation sessions revealed that most of the user dissatisfaction stemmed 
from small design details or the way information was organized. However, we confidently 
believe that minimal changes to the system will drastically improve the user experience.  
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Section 1: Description of Current System 

Part 1. Problem Definition 

1.1. Setting 

Helping Give Away Psychological Science (HGAPS) is a 501(c)(3) national service organization 
with the mission of bridging the science-practice gap through collecting, distilling, and 
sharing psychological science to promote well-being in the community. One of their main 
features is their Assessment Center, a collection of free and confidential mental health 
assessments that allows users to explore their mental health safely and access valuable 
resources. For users to utilize the Assessment Center, they must: 

1.​ Visit hgaps.org, the site where the Assessment Center is located. 
2.​ Navigate to the “Assessment Center” tab and review the “Introduction and Disclaimers” 

section. 
3.​ Select which assessment battery that best suits their needs (“For Adults,” “For College 

Students,” etc.). 
4.​ Complete the Qualtrics assessment. 
5.​ Receive comprehensive results and available resources. 

For a user who is interested in learning more about different psychological disorders and how 
they may potentially apply to them, the Assessment Center provides an ample amount of 
information and resources.  

​
1.2. Stakeholders 

The Client:​
The Assessment Center is one of HGAPS’s ongoing projects titled “2006.” Leaders of this 
project include Ph.D. students Lizzie Wilson and Emma Choplin. The director/co-founder of 
HGAPS is Dr. Eric Youngstrom. Additional members involved in the project were HGAPS 
student leaders Aidan Spelbring (President), Julia Bondareva (Treasurer), and Phoebe Rodda 
(Past-President). HGAPS meets weekly on Thursday nights from 6-8 p.m. 

The Users:​
Any member interested in taking an assessment about their mental health. Our project’s users 
were specific to college students.  
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​
1.3. Problem 

As HGAPS continues to expand its reach and impact, the Assessment Center serves as a vital 
tool in providing accessible mental health information. However, navigating each assessment 
within the Assessment Center requires several steps. Each assessment within the center 
comprises an introduction, instructions, a demographic section, questionnaires, and an end 
screen that provides a PDF printout of results, calculated scores, and resources, including tools 
for clinicians.  

These steps may be daunting and pose a challenge for a user to navigate through all of them 
leading to dissatisfaction and incomplete responses. 

​
1.4. Initial Client Description of Problem 

The goal of the assessment center is to take assessments over time for a single patient. There 
are currently two systems in place to collect information, Qualtrics and RedCap. The plan is to 
fully transition to using RedCap. However, currently, RedCap is being used for clinician 
surveys while Qualtrics is used for the general population. The assessment center wants to 
differentiate between clinician access and general population access. All information is 
collected in OSF (Open Science Framework) which is not large enough and has a long loading 
time. Additionally, feedback has to be manually entered. ​
​
After discussing with the client, we decided to focus solely on college students for our analysis. 
We wanted to understand the thought process of college student’s when they navigate the 
HGAPS website, specifically with the Assessment Center. 

​
1.5. Scope 

Assessment Center Focus: HGAPS has many components, including a number of Wikiversity 
and Wikipedia sites along with their website. This project will solely focus on the Assessment 
Center system. Project members will work closely with Dr. Eric Youngstrom and other HGAPS 
leaders during weekly meetings. ​
​
College Student Focus: Within the Assessment Center, there are several different user groups, 
including adults, college students, caregivers, and clinicians. Given the age group of our team 
members, we decided to solely focus on college students.  
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1.6. Importance 

By focusing on the user experience, the project aims to make navigating the Assessment 
Center more intuitive and user-friendly. Improving the usability of the platform, such as 
simplifying access steps and enhancing clarity in information presentation, directly impacts 
how users engage with mental health assessments. This, in turn, encourages more individuals 
to explore the available resources and engage in the assessment process, thereby promoting 
mental health awareness and well-being. 

Moreover, by actively engaging with user feedback and implementing changes accordingly, the 
project demonstrates a commitment to its users' well-being. This proactive approach not only 
enhances user satisfaction but also fosters trust and confidence in the Assessment Center as a 
reliable source of mental health information and support. 

In essence, prioritizing the user experience and suggesting changes within the HGAPS 
Assessment Center isn't just about making surface-level improvements; it's about actively 
listening to users' needs, refining the platform to better serve them, and ultimately 
contributing to the promotion of mental health and well-being within the community. 

1.7. Objectives 

-​ Improve Accessibility: Simplify the user journey in the Assessment Center by reducing 
the amount of information that is mandatory to read by 25%.  

-​ Optimize Feedback Process: Introduce an automatic system to inform the HGAPS team 
of feedback suggestions immediately.  

-​ Maximize Assessment Completions: Revise the user interface to simplify the 
Assessment Center Experience by minimizing the interactions necessary to complete 
the assessments. Increase assessment completion rate from 100 users per month to 
200 users per month (double rate). 

Part 2. Investigation 

2.1. Data Gathering 

We gathered data from 3 different sources: 

1.​ Structured interviews with a sample of five college students as they navigated the 
HGAPS website and took a mental health assessment. Sessions were recorded using 
Zoom. (See Appendix 2d for User Personas) 
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User interview questions were guided by a general outline as follows: 

Observation and User Interaction:  

-​ As you navigate through the website, please think aloud and share your thought 
process, actions, and any reactions you have to what you see or experience.  

Specific Tasks:  

-​ We'll start by asking you to navigate the website, find the assessment center, and 
take an assessment of your choosing.  Please feel free to ask questions or seek 
assistance if needed.  

-​ After completing the assigned tasks, please feel free to explore the website 
further and interact with any areas of interest. If you encounter any issues, 
challenges, or aspects of the website that stand out to you, please let us know. 

Table 1​
User Demographics 
 

Demographics User #1 User #2 User #3 User #4 User #5 

School attending:  UNC 
Charlotte 

Wake Forest 
University 

UNC-Chapel 
Hill 

UNC-Chapel 
Hill 

UNC-Chapel 
Hill 

Year in school: Senior 2nd-year  
Law 
Student 

Freshman Senior PhD 

Age 21 23 18 21 28 

Gender Female Male Female Male Male 

Major Architecture Undergrad 
in English 
Education 

Business Information 
Science 

Biomedicine 

Asking if they have 
ever heard of 
HGAPS prior to 
interview:  

No No No Yes No 
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2.​ Feedback forms that have been collected by HGAPS over the years, based on 68 user 
responses. Our team read aloud each response to the feedback form and noted any that 
were relevant to our project. These were added to the Affinity Diagram. 

Figure 2.1​
Example Item from Assessment Center Feedback Qualtrics 

 

Figure 2.2​
Example Item from Assessment Center Feedback Qualtrics 
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3.​ Seven different online websites that offer free mental health assessments. 

DBSA (Depression and Bipolar Support Alliance). Retrieved from 
https://www.dbsalliance.org/ 

Like HGAPS, the homepage of this website is quite extensive, offering a range of features for 
support and education. As you scroll down, you'll come across a Support tab that allows you 
to locate both online and local support groups by entering your Zip code. The page is 
designed for easy navigation, with a dedicated Education tab providing brief descriptions of 
various diseases and even offering screening tests, such as a depression screening test. If 
you're interested in staying informed, there's a newsletter sign-up option available. Unlike 
HGAPS that does not have any guide about crisis ,In times of crisis, the CRISIS tab is readily 
accessible, providing a phone number for immediate assistance. Under the EDUCATION tab, 
a plethora of resources awaits, including podcasts and videos. Whether you're an adult, 
child, or adolescent, there are screening tests tailored to your specific needs, even including 
a version for parents or caregivers of children and adolescents. 
 
They have a specific section with some attractive resources like coloring pdfs on the first 
page for children which is attractive.  
 
They have a young adult council, they have an online support group for young adults,but 
they did not divide the information for example depression for young adults and adults. 
UNder the young adult tab,they have resources related more to this age group like Sobriety 
and Bipolar Disorder 

Similarities with HGAPS Differences from HGAPS 

-Homepage is extensive -Introduce support groups 

-Linked Resources -More Organized 

 -Signup option 

 -Crisis option 

 -Attractive resources for kids 
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Figure 2.3​
Depression and Bipolar Support Alliance Homepage 

 
 
 
 
 

Figure 2.4​
Depression and Bipolar Support Alliance Children’s Page 
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Figure 2.5​
Depression and Bipolar Support Alliance Young Adult Council 

 
 

Harmony Recovery. Retrieved from https://go.harmonyrecoverync.com/ 
 

On their introductory page, they offer a unique option that simply says, "JUST WANT TO 
TALK?" accompanied by a provided phone number. The statement assures that all calls, 
consultations, and assessments are not only free but also confidential, emphasizing a 
commitment to a judgment-free space. Specifically catering to adults, this center, based in 
Charlotte, aims to provide a supportive environment for individuals seeking assistance. 
While the webpage doesn't delve into extensive details, it hints at a focus on mental health 
treatment with a residential setting nestled in the scenic Smoky Mountains of Tennessee. 
The emphasis on confidentiality and the absence of any obligation reflects a dedication to 
creating a safe and accessible space for those in need. Unlike HGAPS they have a line for 
CRISIS. 

 

Similarities with HGAPS Differences from HGAPS 

 -You can call and talk 

 -CRISIS option 

 -Specifically for adults 
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Figure 2.6​
Harmony Recovery Crisis Line 

 
 

 

 
Mental Health America. Retrieved from https://screening.mhanational.org/ 

Mental Health America is a community-based non-profit dedicated to addressing the needs 
of those living with mental illness and to promoting mental health. This website appears to 
align with the goals of HGAPS, which aim for accessibility and inclusivity as it is freely 
available to the general public. Navigating the website is quite straightforward, with 
assessments easily accessible from the home page and an orange button prominently 
featured at the top of every page. 

 
Furthermore, the website offers a plethora of resources and articles related to the 
assessments, with organized categories and filtering options for easy exploration. For those 
who create an account, past scores are stored, allowing for easy tracking of progress.  Users 
also have the option to subscribe to a newsletter for ongoing engagement.  

 
This website effectively presents a wealth of information without overwhelming the user. 
The primary focus is on the assessment, which is easy to locate and complete. Additional 
information, such as test details, results, and the site's history, is available for users who 
choose to explore further. This approach ensures a user-centric and accessible experience 
for all visitors.  

Similarities with HGAPS Differences from HGAPS 

Aligns with the goals of HGAPS, which aim 
for accessibility and inclusivity as it is freely 
available to the general public 

Contains a specific assessment designed for 
youth aged 11 to 17. 

Contains an assessment specifically for 
parents along with informative articles 
tailored to their needs. 

Each assessment can be expanded by 
clicking on the "+" icon to reveal a brief 
summary.  
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Empowers users with comprehensive 
information about mental health conditions 
and provides an extensive list of resources 

There is no distinction between college 
students and adults. 
 
 

 
Figure 2.7​
Mental Health America Assessment 

 
 
 
 
 

 

Penn State University. Wellness Services. Retrieved from 
https://studentaffairs.psu.edu/counseling/wellness-services 

This mental health screening is designed specifically for Penn State students and can be 
easily located on the university’s website as it is directly linked to the institution’s counseling 
services. The questions within the assessment cover a range of mental illnesses, making it 
comprehensive in its approach. However, it lacks aesthetic appeal and does not offer a visual 
representation of progress. Demographic information is not requested during the 
assessment. The results categorize the individual's "level of distress" into low, moderate, or 
elevated for different areas of distress, including depression, generalized anxiety, social 
anxiety, academic distress, eating concerns, frustration, family distress, and alcohol use. At 
the end of the assessment, it offers access to local mental health resources. While it is 
user-friendly, its visual presentation could be improved for a more pleasant user experience. 
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Similarities with HGAPS Differences from HGAPS 

Offers mental health resources after 
assessment completion. 

Specifically made for college students 

Provides an interpretive guide to understand 
results. 

The questionnaire employed in the 
assessment is not geared toward a single 
mental illness but is more broadly focused, 
encompassing various mental health 
conditions. 

 
Figure 2.8​
Penn State Wellness Service’s Home Page

 
Figure 2.9​
Penn State Center for Collegiate Mental Health (CCMH) 
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Figure 2.10​
Penn State Results Page 

 
Figure 2.11​
Penn State Interpretive Guide 

 
 

Yale University. Online Mental Health Screening. Retrieved from 
https://yalewell.yale.edu/mental-health/online-mental-health-screening 

The screening tests provided by Yale University are conveniently located on the university’s 
mental health website and easy to find, ensuring accessibility for users. The range of 
available screenings is limited compared to other screening websites.  
 
One notable feature is the wide-ranging screening process, which adapts based on the user's 
responses and the potential presence of a mental health disorder. For instance, if a user is 
deemed at risk for depression, they are directed to take a specific depression assessment, 
providing a personalized approach to mental health evaluation. 
 
Despite being designated for students, these assessments do not significantly differ from 



16 

other generic assessments commonly found online. The assessments themselves are 
concise, and each question is presented on its individual tab. The interface is designed for 
efficiency, automatically advancing to the next question after each response, streamlining 
the assessment process for users. 

Similarities with HGAPS Differences from HGAPS 

Offers a free, confidential, and anonymous 
online mental health assessment to all 
students. 

Specifically for college students, and offers 
additional screenings for eating disorders 
and gambling addiction. 

Contains a link to other general mental 
health resources after completion. 

Demographic questions are required, as the 
assessment does not allow the user to 
proceed if left blank.  

 
Figure 2.12​
Yale University Online Mental Health Screening
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Psychology Today. Tests. Retrieved from https://www.psychologytoday.com/us/tests 

Psychology Today, through its website psychologytoday.com, provides a diverse array 
of psychological assessments catering to various aspects of users' lives. The homepage is 
well-organized, presenting users with the option to sort assessments by categories such as 
career, health, IQ, personality, and relationships. The assessments can be ordered by 
popularity, and the platform distinguishes which ones are entirely free. When users select a 
specific assessment, they are informed of the estimated completion time and receive a 
concise description before choosing to start the assessment. The actual assessment is 
presented in sections, allowing users to track their progress through a convenient "progress 
status" bar at the top of the page. The site design is simple and intuitive to navigate. While 
there are many different types of assessments available, they are organized so as to not be 
confusing or overwhelming to the user.  

Similarities with HGAPS Differences from HGAPS 

Gives clear descriptions of each description 
upon selection.   

Gives an estimated time for completion with 
each assessment description.  

Has a progress bar at the top of each 
assessment to track completion progress. 

Ability to sort the list of tests by various 
criteria.  

Figure 2.13 ​ ​ ​  ​ ​    ​ Figure 2.14​  
Psychology Today Self Test Assessments List​ Psychology Today Test Description 
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Figure 2.15 
Psychology Today Assessment: Depression Test 

  
 

Psychology Tools. Download Scales and Measures. Retrieved from 
https://www.psychologytools.com/download-scales-and-measures/ 

Psychology Tools provides a comprehensive collection of psychological manuals and 
assessments, categorizing them by type and offering downloadable PDF versions instead of 
interactive quizzes. The platform is structured with a table of contents to facilitate easy 
navigation, allowing users to explore various assessments related to anxiety, depression, 
personality, and more. Each category often includes links to multiple different manuals, 
available for download in PDF format. This approach allows users to access and use the 
assessments at their convenience. The website prioritizes simplicity and clarity, offering a 
practical resource for mental health professionals and individuals seeking self-help tools. 
However, the manuals are often difficult for the layman to read and comprehend, and the 
lack of interactive assessments on the website make for a poorer user experience, and 
increased friction for the user to use the website to self-assess. 

Similarities with HGAPS Differences from HGAPS 

Offers resources for different psychological 
conditions.  

Resources sorted by different psychological 
conditions instead of by user demographics.  

Offers descriptions of each psychological 
assessment upon selection.  

Provides mostly pdf psychological manuals 
instead of qualtrics-style assessments.  
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Figure 2.16​ ​ ​ ​ ​ ​ Figure 2.17 
Psychology Tools Assessments List​ ​ ​ Psychology Tools Assessment Description 

 

 

 

Figure 2.18 
Psychology Tools Psychological Manual (pdf) 
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2.2. Data Analysis 

​
We highlight some key findings from our data gathered (2.1) below: 

Wall Walk Data:  

Agreements and Disagreements Data: This data illustrates the percentage of agreements vs. 
disagreements that the client had with aspects of various models. These were tallied and 
calculated using the colorful tabs that wall walk participants placed on the presented models.  

Figure 2.1​
Agreements and Disagreements Across All Models 

 
 
Figure 2.2​
Agreements and Disagreements of Affinity Model 
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Figure 2.3​
Agreements and Disagreements of Other Models 

 

 

HGAPS Website Data: This data focuses on the HGAPS website and includes notes from the 
affinity model that wall walk participants either agreed with or disagreed with.  

Figure 2.4​
Overall Design Agreements (modified from physical affinity model; stars notate the number of tabs 
on that note) 
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Figure 2.5​
Interaction with Information Agreements and Disagreements (modified from physical affinity model; 
stars notate the number of tabs on that note) 

 
 
Figure 2.6 
Tabs Agreements and Disagreements (modified from physical affinity model; stars notate the number 
of tabs on that note) 
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Assessment Center: This data focuses on the assessment center and includes notes from the 
affinity model that wall walk participants either agreed with or disagreed with. 

Figure 2.7 
Assessment Wording Agreements and Disagreements (modified from physical affinity model; stars 
notate the number of tabs on that note) 

 
Figure 2.8 
Accessibility and Design Agreements and Disagreements (modified from physical affinity model; 
stars notate the number of tabs on that note) 
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Figure 2.9 
Interaction with Assessments Agreements and Disagreements (modified from physical affinity model; 
stars notate the number of tabs on that note) 
 

 

Outside Resources:  This data focuses on the outside resources that are listed on the HGAPS 
website and includes notes from the affinity model that wall walk participants either agreed 
with or disagreed with. 

Figure 2.10 
Content Agreements and Disagreements (modified from physical affinity model; stars notate the 
number of tabs on that note) 
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Figure 2.11 
Resource Design Agreements and Disagreements (modified from physical affinity model; stars notate 
the number of tabs on that note) 

 

Visioning Session:  

Figure 2.12 
Digital Version of Visioning Session Results 
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2.3. Data Interpretation 

We developed several models to provide alternative perspectives to help interpret our findings.​
​
Table 1​
Interpretation Models and Key Learnings 

Model Key Findings from the Model Reference 

Artifact Models The website exhibits inconsistencies and redundancies in 
its text, and certain sections appear overly wordy. An 
excessive use of clinical language is observed throughout 
the content. 

Appendix 2a 

Cultural Model Overall, it is essential for users to navigate the 
assessment center effortlessly. Diverse user groups have 
distinct requirements; for instance, clinicians should have 
access to materials and processes to contribute to 
projects, while college students need a centralized and 
easily accessible location for mental health resources. 

Appendix 2b 

Affinity Model One of the most important parts of an assessment center 
like HGAPS’ is their user experience and interaction with 
the website itself. After conducting user interviews, a 
client interview, and interpretation sessions following 
those interviews, we created an affinity model as a group.  
Working to create our affinity model and completing our 
wall walk with the client informed many of our 
recommendations.  

Appendix 2c 

Personas Our interviews revealed that the HGAPS website engages 
with two distinct college student user groups- 
undergraduate and graduate students. Both categories of 
users share an interest in readily available and free 
mental health resources. They seek comprehensive 
assessments presented in a user-friendly interface to 
fulfill their wellness needs 

Appendix 2d 

Sequence 
Models 

We believed it was crucial to record the step-by-step path 
users follow while exploring the HGAPS website. To 
achieve this, we developed a sequence model for each 
user interview, outlining the significant 
interactions—such as clicks or scrolls—on the HGAPS 

Appendix 2e 
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site. Throughout these interactions, we carefully 
observed any behaviors or remarks made by the users. 
Interestingly, we discovered that users often followed 
comparable sequences and provided similar feedback on 
various pages. 

2.4. Summary of Pain Points 

1.​ Clinical jargon and accessibility in Assessment Center: The HGAPS Assessment 
Center utilizes clinical terminology and acronyms such as “assessment batteries” and 
“SCAARED,” for example, that may confuse users without a medical background.  

2.​ Inconsistencies in website design: The Assessment Center utilizes different font 
colors, hyperlinks, backgrounds, and formatting standards inconsistently, leading to a 
more complicated user interface.  

3.​ Difficulties understanding results: The results page and optional PDF list results 
utilizing clinical jargon and other standards that are not made clear to users, leading to 
a lack of understanding.  

4.​ Updating Resources: Some resources provided by HGAPS are widely viewed as 
insufficient or controversial which could negatively impact the Assessment Center’s 
reputation with users. The Center also does not clearly explain its rationale and use of 
Wikiversity.  

Section 2: Recommendations For New System 

Table 1​
Addressing a Lack of Understanding 

Recommendation Justification Advantages  Disadvantages 

Introduce a 
disclaimer about 
standardized 
assessments 

During user interviews, we 
found that users had 
suggestions regarding the 
assessments themselves 
(wording, response scale, etc.). 
However, users were unaware 
that these are all standardized, 
research-based, assessments 
that HGAPS does not create and 
therefore does not edit. 
Introducing a disclaimer would 

Greater 
understanding to 
the user about the 
assessments​
​
 

Any legal 
language that 
may need to be 
approved ​
​
Potentially needs 
HGAPS board 
approval (could 
take some time) 
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give users the understanding of 
where the assessments come 
from.  

Explaining 
acronyms for 
disorders/assess
ments 

Some users found difficulty 
understanding terms with an 
acronym (and also without an 
acronym). For example, many 
users understand ADHD but do 
not know that it stands for 
attention-deficit / hyperactivity 
disorder.  

Greater 
understanding to 
the user  

Includes more 
text - one of our 
other goals is to 
reduce text as 
users find the 
amount to be 
overwhelming 

Editing clinical 
jargon 

Overall, we found that some 
users had difficulty 
understanding certain terms, 
with the most common one 
being “batteries.” Defining 
these terms or replacing them 
with different words would be 
beneficial.  

Greater 
understanding to 
the user 

Difficult to know 
what users 
know/don’t 
know. 

Explain the use of 
Wikipedia/Wikive
rsity 

Many users questioned why 
Wikipedia was referenced so 
much, as many college-aged 
users were taught in school to 
not trust the source. Providing 
an explanation of the use of 
Wikipedia and its importance 
to HGAPS’ mission would have 
a crucial impact. In our 
visioning session, we discussed 
potentially putting an 
explanation of Wiki use on the 
“About Us” page of the website.  

More trust in 
HGAPS and their 
suggested 
resources​
​
Understand the 
benefits of 
Wikipedia/Wikiver
sity and why it can 
be deemed as 
reliable 

Would users read 
an explanation 
about 
Wikipedia/Wikiv
ersity or skip 
over it?​
​
 

Describe 
difference 
between “For 
Adults” and “For 
College Students” 
pages 

Several users found it difficult 
to understand how the “For 
Adults” and “For College 
Students” assessment pages 
were different, especially those 
who are in graduate school. An 
explanation that describes 

Would limit 
confusion for user 

What language 
should be used 
when describing 
these differences 
so that users can 
easily 
understand? 
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these differences would assist 
the user in deciding the page 
that is most helpful to them. 
Additionally, explaining that 
the “For Adults” page directs 
the user to a Qualtrics 
including all assessments vs. 
the “For College Students” page 
directing the user to another 
website page with separate 
Qualtrics links for the different 
assessments.  

Getting rid of 
BetterHelp as 
resource 

In addition to Wikipedia (which 
we believe is critical to the 
HGAPS mission), users 
questioned the reliability of 
BetterHelp and why it was 
suggested as a top resource 
given its scandal in pushing 
users to hand over their health 
information. Simply removing 
this resource will eliminate this 
questioning of reliability.  

Would increase 
reliability of other 
resources 

Getting rid of 
potentially a very 
useful resource 
for some users 
(potentially 
include HGAPS 
suggestion on 
how to 
specifically use 
the resource?) 

Table 2 

Addressing Design Inconsistencies 

Recommendation Justification Advantages  Disadvantages 

Changing 
hyperlink color 
when hovering 

When it came to actually finding 
the assessments themselves, 
several users were confused on 
where exactly to go. This is 
because when hovering over a 
hyperlink, the underline is 
removed but the color is not 
changed (as is seen in typical 
hyperlink hovering). This one 
small design change would 
address this confusion.  

Improve 
accessibility to 
assessment 
center 

May need HGAPS 
board approval 
before 
implementing 
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Reformatting 
Results 

Once completing an assessment, 
users are given a page with their 
results. There were several 
design suggestions that came up 
when interviewing users. First of 
all, some of the margins were 
very small, making the results 
difficult to read. Additionally, 
there is some unnecessary 
information, especially when 
taking the “For Adults” 
assessment. For example, if a 
user chooses to not take an 
ADHD assessment, they are still 
given the results of the ADHD 
assessment, although it is blank.  

Improve 
understanding 
of results 

May be difficult to 
format in Qualtrics 

Reformatting 
Resources 

Although users liked the amount 
of resources provided, there 
were some suggestions regarding 
reformatting. One suggestion was 
to organize the resources based 
on age group.  

Easier to 
access 
resources 
specific to 
user 

A lot of possibilities 
on reformatting the 
resource page, but 
unsure what would 
benefit the most 
users 

Table 3 

Increasing Accessibility to Assessment Center 

Recommendation Justification Advantages  Disadvantages 

Changing where 
Assessment Tab is 
located and/or 
changing color of tab 

One of the most common user 
comments was difficulty in 
simply finding the Assessment 
Center was located. Although it 
may appear easy to find, users 
typically read tabs in order from 
left to right. Considering that 
the “Assessment Center” tab is 
the 5th tab to the left, it is 
understandable why some users 
may have trouble locating it. We 
suggest moving the “Assessment 

Easier access 
to 
Assessment 
Center 

Might need 
HGAPS board 
approval​
​
Could be difficult 
to find for those 
already familiar 
with Assessment 
Center 
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Center” tab to either the 3rd tab 
(after the “About Us”) or to 
change the color of the tab 
(perhaps having it be a dark 
blue box) so that it is more 
salient to the user.  

Having separate tabs 
for clinicians and 
general public & 
making infographics 
smaller 

Although this was not a specific 
concern, we found that many 
users were overwhelmed with 
the amount of information on a 
page. On the “Assessment 
Center” tab, it could be worth 
creating a separate locations for 
clinicians, as well as making the 
infographic on how to suggest a 
new measure, smaller. This 
would emphasize the 
assessment center based on the 
general population.  

Less 
information 
for general 
population 
user to read 

Finding location 
for clinicians tab​
​
​
 

Create a 
standardized way of 
gathering feedback 

We found the feedback from the 
user interviews to be incredibly 
helpful. Our team looked at 
current ways for members of 
the general public to offer 
feedback to HGAPS. One way is 
to fill out a Google Forms with 
information about any new 
measures that the user would 
like to see on the website. 
Additionally, there is a Qualtrics 
page to gather feedback on the 
assessment center. While both 
of these are valid forms of 
gathering feedback, they may be 
difficult to maintain. HGAPS 
members must constantly 
check the results of these 
questionnaires, which are in 
different locations. We would 
recommend having a 
standardized way of gathering 

Easier for 
HGAPS to 
continuously 
improve 
system 

Requires HGAPS 
team member to 
consistently check 
feedback  
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feedback (e.g., all on Qualtrics) 
and have an assigned member 
regularly view these results.  

1.​ Visioning Session​
During our visioning session, we created a matrix of effort vs. impact with a few of our 
key stakeholders for our recommendations. Those in yellow indicate this was originally 
an agreement/idea and those in pink indicate it was originally a disagreement (but may 
now be a suggestion for that disagreement). 

Figure 2.1​
Digital Version of Visioning Session Results 

​
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Figure 2.2​
Physical Version of Visioning Session Results 

​
           

Section 3: Implementation Plan for New System 

We implemented key recommendations for an improved HGAPS website with a working Figma 
prototype. Notably, we prioritized the Assessment Center tab by relocating it to the second 
position after the Home tab, as it is arguably the key feature of the website. To enhance user 
experience, we introduced the option to minimize text blocks, reducing visual clutter and 
highlighting essential information. Ensuring design consistency, all hyperlinks now share a 
uniform appearance – blue and underlined when hovered. In reorganizing content, we moved 
the "For College Students" link on the Assessment Center from the middle of the list to the 
bottom while bolding the keyword “page” (in contrast to “survey”). This is to distinguish this 
link from a page of assessments for college students from the “For Adults” link for a survey 
designed for adults. The mental health resources section on the Assessment Center was 
removed since it was redundant material found on the Resources page. We simplified the 
sections “Take Our Feedback Survey” and “How to Suggest a New Measure” to eliminate 
redundancy and minimize clutter. These refinements collectively contributed to a more 
user-friendly and coherent HGAPS platform. 
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Figure 3.1 
Prioritized the Assessment Center tab by relocating it to the second position after the Home tab and 
introduced the option to minimize text blocks  

 

Figure 3.2 
The original Assessment Center for comparison 
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Figure 3.3 
All hyperlinks now share a uniform appearance – blue and underlined when hovered, and moved 
the "For College Students" link on the Assessment Center from the middle of the list to the bottom 
while bolding the keyword “page” (in contrast to “survey”). 

 

Figure 3.4 
The original Assessment Center for comparison 
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Figure 3.5 
The mental health resources section on the Assessment Center was removed since it was redundant 
material found on the Resources page. We simplified the sections “Take Our Feedback Survey” and 
“How to Suggest a New Measure” to eliminate redundancy and minimize clutter.
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Figure 3.6 
The original Assessment Center for comparison 
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Appendix 1: Client Interviews & Scrum Materials 

Appendix 1A: Client Interviews 

Client interview questions were guided by a general outline as follows: 

Background and Business Goals: 
 

-​ Can you provide some background information about your website? What inspired you 
to create it, and what are the primary goals and objectives for the site? 

-​ What specific outcomes or achievements are you aiming for with this website? 
-​ How do you envision the website contributing to the field of mental health and 

psychological assessment? 
-​ On average, how many people completely fill out the surveys per month? 

 
Demonstration of Website Use: 
 

-​ Can you please walk us through how you intend for users to interact with the website? 
What are the key tasks or actions you expect users to perform? 

-​ If possible, use the website to demonstrate the typical flow and interactions a user 
would have when seeking psychological assessments and resources. 

-​ Highlight any specific features or functionalities that you believe are essential to the 
user experience. 

-​ Is there any information that could be removed from the assessment center website in 
order to simplify the user journey? 

 
Key User Scenarios: 
 

-​ Could you provide examples of scenarios or use cases that you envision for users of the 
website? For instance, what would a typical user journey look like from their first visit 
to achieving their goals? 

-​ Are there any particular user personas or audience segments you have in mind when 
envisioning website usage? 
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User Interface Preferences: 
 

-​ Are there any specific design elements, visual styles, or user interface preferences that 
you believe align with your vision for the website? 

-​ What kind of user interactions or engagement strategies do you think would be most 
effective in achieving the website's goals? 

 
Functionality and Features: 
 

-​ Are there any specific functionalities or features you believe should be emphasized or 
added to enhance the user experience? 

-​ Can you demonstrate any unique or innovative aspects of the website's design or 
functionality that set it apart from other similar platforms? 

 
User Engagement and Content: 
 

-​ How do you intend to engage and retain users on the website? Are there any content 
strategies or types of resources you plan to incorporate to achieve this? 

-​ Do you know how many people leave the assessment before completely filling it out? 
-​ What do you think stops people from completely finishing the assessment?  

 
Long-Term Vision: 
 

-​ Can you share your long-term vision for the website's evolution? Are there any 
upcoming enhancements or features you have in mind to further improve the user 
experience? 

 
During the Contextual Interview: 

-​ Interviewer asked questions based on the aforementioned outline. 
-​ Note-taker took verbatim notes to help with generating transcripts. 
-​ Audio recorded the Contextual Interview to aid with generating transcripts. 
-​ Took screenshots of any necessary artifacts. 
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 ​
Appendix 1B: Key Findings 

Objectives: 

The primary objective of HGAPS is to maintain a direct-to-consumer approach while 
increasing accessibility. HGAPS’s key focus currently lies in transforming the clinician 
assessment, aspiring to create a distinct system with a registration link for clinicians. Their 
aim is to enhance accessibility for clinicians to the clinician assessment while simultaneously 
increasing the level of difficulty for the general population to access it. While the general 
population assessment is not a major concern, efforts to make it more accessible and 
user-friendly are encouraged.  

Assessment Center and HGAPS Website: 

The development of the HGAPS website involved collaboration from diverse professionals, 
including doctors and lawyers, resulting in a comprehensive platform with abundant 
information. Since they are currently working on the clinician assessment (transitioning from 
Qualtrics to Redcap), the client was mostly interested in focusing on the general population 
assessments, specifically college students, and finding ways to increase user engagement. Over 
the past 5 years, 8000 assessments have been filled out.  However, within the assessments, 
there are several different drop off points that lead to incomplete surveys: 1)  Stop at first 
question 2) Stop at demographics 3) Stop at list of countries. 

Long-term Vision: 

The HGAPS team aspires to provide free mental health resources in many different languages, 
making it accessible to people of all ages, across different countries.  
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Appendix 1C: Scrum Materials 

 HGAPS burndown chart

Agile Schedule 

 

https://docs.google.com/spreadsheets/d/1HhPSxK9HfU-DM2NAlVYwcyvTZbPcEAsmt9WNfQOfkBs/edit?usp=sharing
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​
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Stories and Hours Breakdown 
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Burndown Data & Charts and Velocity Chart 
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Appendix 2: Models & Lessons Learned 

Appendix 2a: Artifact Models  

 

Artifact Model of Assessment Center Introduction and Disclaimers 

 

Scan of Artifact Model of Assessment Center Introduction and Disclaimers with Wall Walk Data Points 
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Artifact Model of Assessment Batteries 

 

Scan of Artifact Model of Assessment Batteries with Wall Walk Data Points 
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Artifact Model of “For College Students” Page 

 

Scan of Artifact Model of “For College Students” Page with Wall Walk Data Points 
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Artifact Model for SCAARED Qualtrics 

 

Scan of Artifact Model for SCAARED Qualtrics with Wall Walk Data Points 
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Artifact Model for SCAARED Qualtrics Results

 

Scan of Artifact Model for SCAARED Qualtrics Results with Wall Walk Data Points 
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Appendix 2b: Cultural Model  

​
Handwritten Cultural Model of HGAPS 



53 

Appendix 2c: Affinity Diagram

 

Photos of Affinity Diagram 
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Appendix 2d: Personas  

Based on information retrieved from the contextual inquiries and interviews, our team curated 
the following user personas that captured two different types of college-aged users who 
interact with the Assessment Center.  
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Appendix 2e: Sequence Models  

 

User 1 Sequence Model (1 of 2) 

 

Scan of User 1 Sequence Model (1 of 2) with Wall Walk Data Points 
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User 1 Sequence Model (2 of 2)

 

Scan of User 1 Sequence Model (2 of 2) with Wall Walk Data Points 
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User 2 Sequence Model 

 

Scan of User 2 Sequence Model with Wall Walk Data Points 
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User 3 Sequence Model (1 of 2) 

 

Scan of User 3 Sequence Model (1 of 2) with Wall Walk Data Points 
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User 3 Sequence Model (2 of 2) 

 

Scan of User 3 Sequence Model (2 of 2) with Wall Walk Data Points 
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User 4 Sequence Model 

Scan of User 4 Sequence Model from Wall Walk had no data points so wasn’t included.  
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User 5 Sequence Model (1 of 2) 

 

Scan of User 5 Sequence Model (1 of 2) with Wall Walk Data Points 
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User 5 Sequence Model (2 of 2) 

 

Scan of User 5 Sequence Model (2 of 2) with Wall Walk Data Points 
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Appendix 2f: Lingering Issues  

Although our team feels that we made great progress toward system improvements this 
semester, there are some lingering issues that may need to be addressed in the future. First, 
due to the nature of our class, we will not be implementing our recommendations for the 
HGAPS team. If the HGAPS board approves our recommendations, it will be their responsibility 
to make any changes to the Assessment Center. To that extent, it is unclear if the changes 
would align with our vision for the Assessment Center.  

More broadly, some potential changes in HGAPS leadership may affect the implementation of 
our project. Dr. Eric Youngstrom, a key founder and stakeholder of HGAPS, will be starting a 
new position in Ohio. Although the leadership will remain stable and Dr. Youngstrom will 
remain heavily involved in the organization, it is unclear if this project may be affected by this 
change. 

Appendix 2g: Wall Walk  

We held our wall walk on Thursday, November 30th, in Howell Hall. Although we did not 
officially count, there were approximately 10-15 HGAPS members at the event, including Dr. 
Eric Youngstrom. To prepare for the event, we created handouts for our agenda and rules of 
engagement that we gave to all attendees. Belle, our ScrumMaster, put a significant amount of 
work into developing these documents to streamline our event. They included a specific 
breakdown of timing as well as instructions defining which Post-It notes and pen colors were 
used for various types of note-taking on our models. Ultimately, we felt that these documents 
helped our attendees through some of the complicated technicalities of our wall walk. 
Although not everything went exactly as we planned, we felt the wall walk was a success 
overall.  

To ensure our wall walk ran efficiently, we decided to take on individual roles. Jillian 
maintained our recording, Belle served as the timekeeper and explained the rules of 
engagement, Natalie explained our problem definition, answered any client questions 
throughout the walk, and managed the visioning, Shatha explained models, Norman 
demonstrated our personas, and Safoora aided with visioning. These roles were especially 
important during our visioning session, where Shatha and Natalie took the lead to help 
attendees understand how their ideas would be organized.  

The visioning session was arguably the most successful portion of our wall walk because we 
got significant insight into the thoughts of our attendees that everyone can utilize for potential 
implementation. Additionally, our group felt that the event generally ran smoothly because of 
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our preemptive planning. Conversely, although we planned a schedule, the timing was much 
more in flux than we expected because rather than running each section of the wall walk in a 
sequence, we split up the attendees into two groups to not overcrowd the space. As a result, we 
essentially ran our wall walk twice. Despite small challenges, our wall walk provided us with 
valuable data that can be utilized for creating prototypes and sending recommendations to our 
client. 

Upon the conclusion of our project, Natalie, our Product Owner, will share our final 
specifications and finalized models with HGAPS leadership. 

 

Appendix 2h: Lessons Learned 

Throughout the semester, our group learned valuable lessons about how to successfully run a 
long-term systems analysis project. First, we learned lessons surrounding team dynamics and 
group management. We learned that although Scrum/Agile scheduling processes are helpful, 
sprints may not always take the time you have allotted for them. On the other hand, things may 
take longer than you expect and it is important to be flexible with the overall schedule. When 
we planned our schedule at the beginning of the semester, we often over or underestimated 
our time and ended up moving hours to different sprints. To prevent conflict, it is important to 
understand each other’s time and be willing to make changes to the schedule as needed. 
Additionally, we learned the value of assigning people roles that they have the skill sets to excel 
in. For example, Norman is interested in UI/UX design and had built personas in previous INLS 
classes, so he volunteered to draft personas and website prototypes. By allowing people to 
choose roles they will excel in, we ensured that all models and final products would be 
exceptionally completed.  

We also learned valuable systems analysis lessons during our wall walk. During this event, we 
allowed attendees to review all our consolidated models featuring user data and we received 
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more pushback than some group members expected. We did not expect all attendees to agree 
with every user data point, but we now know it is important to be over-prepared for potential 
disagreements or pushback. Additionally, even with a strictly planned agenda, our schedule 
still changed during the actual event. Due to crowd size, we needed to alter our plan of having 
everyone view the models at once and instead run the wall walk in small groups. This ended up 
being the most efficient plan and the flexibility of our group members made it successful 
despite unexpected changes. Ultimately, despite ever-changing plans and frequent difficult 
scheduling, our group project was a success throughout the semester and we are extremely 
pleased with the materials we are submitting to HGAPS.  
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