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Description:  
This document outlines the contextual design project conducted by our group "The 

COMMies," The assignment aims to investigate and improve the user experience of Clemson 
University's public transportation system, specifically focusing on the TransLoc app. T hrough a 
combination of user interviews, models, and affinity diagramming, our group seeks to provide 
insights into how the app can better serve its users by delivering accurate real -time 
information, enhancing communication, and integrating useful new fea tures.  

Purpose:  

The purpose of this document is to present our group's research and findings on how 
users interact with the TransLoc app and Clemson’s bus services. By analyzing user feedback 
and exploring their views, our group aims to suggest practical improvements for the app. Key 
areas of focus include providing real -time transportation updates, offering better 
communication tools, and potentially adding features like showing bus capacity and allowing 
users to communicate with one another. The findings are based on int erviews with Clemson 
students, who regularly use the TransLoc app, and the results will help shape recommendations 
for improving the app's functionality.  

Contents Outline:  

Executive Summary : A concise overview of the results of the project, summarizing key findings 
and recommendations.  

Introduction : This section introduces the task and explains the focus of the project. our group 
decided to concentrate on how the TransLoc app could provide more accurate and real -time 
bus information, better communication features, and enhanced notifications based on  the 
needs discussed during the focus -setting meeting.  

Interpreted Interview Findings : This section presents the findings from user interviews. It 
includes a user profile, outlining the demographics and experience levels of the interviewees, as 
well as the key insights and takeaways from their feedback. Notable findings include users' 
frus trations with inaccurate bus times, strategies they use to navigate the system.  
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Affinity Diagram : This se ct ion p rovid e s a  b re a kd own of insig hts from  the  inte rvie ws, o rg a nize d  
into  a n a ffinity d ia g ra m . I t  includ e s a n int rod uct ion to  e a ch m a jor the m e  (g re e n no te s), fo llowe d  
b y a  hie ra rchica l list  o f a ssocia te d  find ing s (p ink a nd  b lue  no te s), which re p re se nt  the  ke y issue s 
a nd  ob se rva t ions from  the  inte rvie ws. 

Consolidated Models : I n this se ct ion, our g roup  p re se nts va rious use r inte ra ct ion m od e ls, 
includ ing  a  d a y-in-the -life  m od e l, d e cision p o int  m od e l, id e nt ity m od e l, a nd  se q ue nce  m od e l. 
Ea ch m od e l is  b rie fly d iscusse d , with a n e m p ha sis on b re a kd owns in the  use r e xp e rie nce  tha t  
could  be  im p rove d . 

Reflection :This se ct ion re fle cts on our g roup 's e xp e rie nce  throug hout  the  p ro je ct . I t  a d d re sse s 
whe the r the  focus cha ng e d  d uring  the  p roce ss, a ny une xp e cte d  find ing s, a nd  the  te a m 's 
und e rsta nd ing  o f the  ta sk. The  re fle ct ion a lso  cove rs how m uch t im e  wa s sp e nt  on e a ch ste p  
a nd  p rovid e s sug g e st ions fo r how the  p roce ss could  b e  im p rove d  if the  p ro je ct  we re  d one  a g a in. 

Appendix : The  a p p e nd ix conta ins a ll ra w inte rvie w no te s, unconso lid a te d  work m od e ls, a nd  
p ho tos o f the  a ffinity d ia g ra m  a nd  o the r p ro je ct  a rt ifa cts. 

 

Executive Summary:  
In our research we explored the user experience of Clemson University’s public 

transportation system by focusing on the TransLoc app. Through interviews and user feedback, 
we found that the main issues students face include inaccurate bus arrival times and  delayed or 
inconsistent notifications. Many users mentioned that the app’s real -time updates don’t always 
reflect the actual location of the buses, which causes confusion and often leads to missed rides. 
Additionally, a lot of users said they wished the a pp provided more information or transparency 
about how full the buses are, especially during busy times. While students generally found the 
app easy to use, they noted that the notification system can be overwhelming and not very 
reliable. Some users also mentioned the need for better integration with other transportation 
resources, like the CATbus website, to get more accurate or detailed information.  

Introduction   
The following work tries to enhance the user experience in a bus -tracking application by 

addressing some of the key pain points that concern real -time information and communication. 
Through user research and interviews, there seemed to be a need for more a ccurate and 
reliable data related to transportation, especially concerning the arrival times and available 
capacity of the buses. The main complaints, voiced by many users, were the inability of the 
current application to update in real time and thus cause d them to miss the bus or make poor 
choices in their commute. A key feature of this would be an implementation of the ability to 
track how full a bus is, so users can make informed decisions on whether to wait for the next 
bus or board. This would come in handy, most especially for those carrying heavy items or 
during peak hours when the buses are crowded. The second point of priority to come up from 
discussions involves the issue of improved communication and notification to users. The users, 
for now, depe nd on some irregular notifications and most of the time seek external sources like 
websites or word of mouth for information relating to route changes or any form of delays. This 
would introduce an app user -feed feature or, alternatively, peer -to -peer comm unication, 
allowing riders to share real -time information among each other. Such a feature would 



constitute a more collaborative solution for the existing gap in communication. Addressing the 
two core  issue s-a ccura cy of re a l-t im e  d a ta  a nd  im p rove d  com m unica t ion-is wha t  it  ca n hop e  to  
a chie ve  in ord e r to  m a ke  it  e a sie r for the  a ve ra g e  com m ute r to  use  the se  syste m s. 

Interpreted Interview Findings  

 User one (U#1) is a nonbinary senior (age 23) data science major at Clemson University. 
They are from Indian descent. U#1 has used Clemson -specific public transportation since 
Freshman year. Because of this, they have experience with the bus system, route s, Transloc app, 
and CATbus website. They have primarily used Transloc over the years while not being 
interested in other bus commuter -based apps that have been released.  

 Key findings from U#1 include how an experienced user navigates through the Clemson 
bus routes. U#1 acknowledges inaccuracies in times shown on the Transloc app and their 
strategies to work around it which include allocating more buffer travel time, keepi ng the app 
open on their phone to monitor bus location, and asking friends for information regarding bus 
activity. U#1 has also used the CATbus website to find out information about scheduled timings 
for each stop and if there are any shutdowns. This user makes a point that it would be a lot 
more helpful if the information on the CATbus website can be accessed from within the Transloc 
app. Additionally, the user provided a unique idea of a calendar feature on the app that will 
show any future potential rout e changes/closures/temporary shutdowns.  

User #2 is a 21 -year -old female Clemson student who frequently uses the CATbus but has 
not yet used the TransLoc app. Based on her experience and conversations with friends who use 
TransLoc, she finds the app straightforward and easy to navigate, appreciat ing its clear options 
and visual representation of bus routes, including helpful arrows that show bus directions. 
Notifications are a key feature for her, she values the easy access to both current and past 
notifications in the app.  

A major concern for User #2 is bus capacity during peak times. She suggested that 
TransLoc could add better features like a standing room indicator or a "clicker" system to track 
bus occupancy. While she found MyClemson useful for university -specific notif ications, she had 
a poor user experience with its bus transit feature. Additionally, she is against the idea of user -
to -user (U2U) communication in the app, believing it could cause issues and prefers that 
communication be limited to official notifications . 

User #3 is a college student who relies on public transportation for their daily commute 
to and from campus. Without a car, the bus is their main form of transport, and they use the 
TransLoc app to track bus schedules. Although they have moderate experienc e with the app, 
User #3 often encounters issues with inconsistent information, such as inaccurate arrival times 
and unclear route changes. Over time, they’ve learned to navigate these inconsistencies but still 
find it frustrating to rely on the app for pla nning their commute. User #3 also expressed the 
importance of knowing bus capacity in advance, as it would help them decide whether to board 
or wait for the next bus, especially when carrying items or during busy times.  

Key insights from the interview highlight several pain points for User #3. They 
experience frustration with the app's ETA accuracy, as buses frequently arrive earlier or later 
than expected. The lack of timely notifications and real -time updates on delays or route 



changes forces them to frequently switch between the app and the bus website for accurate 
info rm a t ion. Ad d it iona lly, Use r # 3 e m p ha size d  the  ne e d  fo r a n intuit ive  use r inte rfa ce , 
p a rt icula rly fo r first -t im e  use rs, a nd  the  im p orta nce  o f offline  funct iona lity whe n ne twork 
conne ct ions a re  unre lia b le . The y a lso  e xp re sse d  a  d e sire  fo r the  a p p  to  inte g ra te  with a  
ca le nd a r syste m , which would  a llow fo r be t te r p la nning  d uring  b usy t im e s like  fina ls o r ca m p us 
e ve nts. 

Use r # 4  is a  23-ye a r-o ld  fe m a le  who  re ce nt ly g ra d ua te d  from  Cle m son Unive rsity with a  
d e g re e  in Bioche m ist ry. She  fre q ue nt ly use s the  Ca tb us syste m  to  t ra ve l a round  the  city, re lying  
on it  a s he r p rim a ry m od e  o f t ra nsporta t ion. 

Use r # 4  re lie s he a vily on the  Tra nsLoc a p p  to  na vig a te  a round  Cle m son, fre q ue nt ly 
t ra ve ling  to  ca m p us, Wa lm a rt , d owntown, a nd  frie nd s’ house s. She  p rim a rily use s the  re d  route  
fo r com m uting  to  ca m p us a nd  the  b lue  route  to  g e t  to  Se ne ca . While  Use r # 4  find s the  a p p  
use ful fo r t ra cking  b us loca t ions a nd  a rriva l t im e s, she  no te s tha t  it 's  no t  a lwa ys re lia b le , 
e sp e cia lly d uring  we e ke nd s o r sp e cia l e ve nts like  g a m e  d a ys. The  a p p  ofte n la cks a ccura te  
up d a te s on route  cha ng e s ca use d  b y t ra ffic, roa d  closure s, o r a ccid e nts, le a d ing  to  frust ra t ing  
e xp e rie nce s, p a rt icula rly whe n she  is  une xp e cte d ly re route d  or d e la ye d . Not ifica t ions a b out  
cha ng e s a re  infre q ue nt , a nd  p a st  no t ifica t ions a re  no t  e a sily a cce ssib le , a d d ing  to  the  
confusion. Use r # 4  a lso  e xp re sse d  tha t  the  a p p  could  be  g re a t ly im p rove d  b y a llowing  re a l-t im e  
com m unica t ion b e twe e n rid e rs, a s this would  he lp  p a sse ng e rs sta y info rm e d  a bout  d e la ys, 
cha ng e s, o r e ve n sa fe ty conce rns on the  b us. 

Use r # 5 is a  21 ye a r o ld  who  re ce nt ly lost  a cce ss to  a  ca r. This wa s the ir int rod uct ion to  
the  Tra nsloc syste m . To  p ut  it  sim p ly the y d id  no t  e njoy the ir first  e xp e rie nce  with the  a p p .  

The  wa lkthroug h of the ir use  sta rte d  with b e ing  a ske d  to  m a ke  wha t  e nd e d  up  be ing  a n 
unne ce ssa ry a ccount . Ne xt  the y no t ice d  tha t  up on vie wing  live  b us t ra cking  the re  wa s no  wa y 
to  te ll which d ire ct ion the  b use s we re  t ra ve ling . Afte r tha t  the y se le cte d  a  b us a nd  inp ut  the ir 
d e st ina t ion the y we re  g ive n a n e ta  tha t  wa s a b out  15 m inute s incorre ct . All o f the se  issue s a re  
p rob le m s tha t  we  hop e  to  so lve  with our ne w a p p .  

Affinity  
Completes Purpose with Low Barrier of Entry  

 The purpose of this application is to assist in the usage of public transportation. This 
note considers that the app is functional, not overly frustrating or confusing, and most 
importantly can take the user from point A to point B. An important point to t his is design. The 
appearance of the app should be attractive and not over crowded while also having intuitive 
navigation features. The design should be easily understandable from a new -users perspective, 
and it should not require days or weeks of usage to  effectively use.  

 Topics within:  

I find Transloc is not clear to new users > I have concerns with how this works in the real 
world; It took me time to get used to the app; I can see areas where Transloc can be 
improved  



I complete the purpose of my commute and trip planning > Why I use Transloc; I like 
Tra nsloc’s sim p le  d e sig n; I  a m  a b le  to  use  Tra nsloc fo r it s  inte nd e d  p urp ose ; I  use  
Tra nsloc be ca use  it  is  fre e ; I  use  Tra nsloc to  p la n t rip s; How I  use  the  a p p  to  com m ute  

Visua ls a re  im p orta nt  to  m e  > I  consid e r the  visua ls o f the  b use s on scre e n; I  like  a  g ood  
looking  hom e  p a g e ; I  like  e ffe ct ive  d e ta ils  on the  front  pa g e  

Important Trip Information Provided  

 Many users expressed a want and concern with further features that provide 
information to the user in order to improve their commuting experience. The main points of 
information requested include providing accurate ETA of bus arrival, information about bu s 
capacity and seating/standing availability, clear bus route information, and integration of 
information that can be found on multiple other sites.  

 Topics within:  

The ETA is inaccurate for me > I consider timings when traveling; I find ETA accuracy 
important; The app ETA is inaccurate for my purposes; I find the app’s connectivity 
falters; I debate the consistency of info  

I want information about bus capacity > I would like to see bus capacity; I want to see 
standing room; I think it is the driver’s responsibility to provide capacity; I am affected 
when buses are full  

Bus routes must be clearly understood for me > I need to see the routes available; I 
consider bus direction; I have opinions regarding route shape  

Integration of sources of info would be convenient to me > I use the CATbus website; I 
use MyClemson; I want more information within the app  

Accurate and Accessible Notifications  

 An important feature many users have expressed wanting is to be updated regarding 
bus situations. Events and changes to the buses can affect a user’s trip and trip planning, 
therefore it is important to keep users informed on any potential changes. Users have expressed 
the type of information they would like to see within notifications such as the locations and 
routes affected and the type of change that is occurring. Additionally users have stressed the 
importance of easy access to the notifications inclu ding being able to access past notifications. 
One more point is that users would like the notifications to function as phone alerts on the 
phone’s lock screen instead of being only within the app.  

Topics within:  

I look at notifications within the app > I get notifications on my phone screen; 
Notifications are important to me using the app  

My notifications should be timely and easy to find > I want to easily find notifications; I 
would use a calendar for information; I need time to see and consider notifications  

These are the kinds of notifications I need > I consider this information in my notifs; I 
need a notification if the bus is broken; I need a notification if the bus is late; I need a 
notification if the bus has skipped a stop; I need a notification if ther e are road changes  



Additional Debated Features  

 Within the contextual interviews done, there were multiple additional features brought 
up and mentioned by users. This includes making an account on the app, which interviewed 
users arguing if it would be beneficial or just tedious. Another feature would be assistance 
features as many users have stated needing to go to human sources to learn more about the 
apps. Assistance and app features have been mentioned that they should be available offline. 
Another feature that has been discussed including is a user -to -user (U2U) communication 
feature. This feature has gotten mixed reactions as users state the information provided by 
other users can be helpful but also providing users access to comment can lead to chaos and 
unpredictability which may be unnecessary w ithin a bus commute app.  

Topics within:  

Making an account does not benefit me > I had to set features upon opening the app; I 
created a profile on the app; My opinions regarding making an account  

I require assistance > I use the app in low connection areas; I rely on talking assistance  

I can commute with other users of the app > How I feel about U2U; U2U has its benefits; 
I think drivers have too much blame; I think a rating system can regulate the app and 
buses 

Consolidated Models  
Consolidated Day in the Life Model  

Time  Action  App Interaction  Issue/Pain Point  Notes  

7:00 AM  Wakes up, 
prepares for the 
day  

N/A  N/A  User knows the bus 
schedule from 
experience  

7:45 AM Walks to bus 
stop  

Sporadically 
opens the bus 
tracking app  

App lags, 
inconsistent 
updates, refresh 
issues  

User opens the app 
repeatedly but doesn’t 
fully trust ETA info due 
to past issues with 
accuracy  

7:50 AM Arrives at the 
bus stop  

Bus tracking app 
shows bus 2 
mins away  

Bus sometimes 
arrives 
unexpectedly 
early or late  

ETA in app isn’t 
reliable; user has 
missed buses due to 
the app lagging  

8:00 AM  Waits for the bus 
to arrive  

Refreshes app to 
track arrival 
time  

Refresh doesn’t 
always update in 
the real time, 
showing delays  

Inconsistent data 
frustrates the user and 
causes anxiety about 
missing the bus  



8:10 AM   

Boa rd s the  
b us 

 

 
 

N/ A  No  b us ca p a city 
info  a va ila b le   

Use r wishe s the  a p p  
p rovid e d  d a ta  on how 
full the  b us is , to  d e cid e  
whe the r to  wa it  fo r the  
ne xt  one   

8:30 AM  Bus rid e  to  
ca m p us 

Che cks a p p  
sp ora d ica lly to  
ve rify ETA 
a ccura cy 

Bus ta ke s long e r 
tha n e st im a te d  
b y the  a p p  

Use r find s tha t  the  a p p  
consiste nt ly 
und e re st im a te s t ra ve l 
t im e , le a d ing  to  
la te ne ss. 

12:30 PM  Pre p a ring  for 
re turn t rip  

Op e ns a p p  to  
che ck b us sta tus 
a nd  route s 

Ap p  d oe s no t  
p rovid e  bus 
ca p a city o r 
se a t ing  
info rm a t ion 

Sta nd ing  room  only 
b use s a re  a n issue , 
p a rt icula rly d uring  
p e a k t im e s o r a fte r 
cla ss. 

12:40 PM Arrive s a t  bus 
stop  

Ap p  shows 
inconsiste nt  b us 
loca t ion d a ta  

I nconsiste nt  la g  
o r b use s 
som e t im e s 
d isa p p e a ring  
from  the  a pp  

Use r worrie s a b out  
m issing  the  b us a g a in 
d ue  to  a p p  la g  a nd  
ina ccura te  bus 
loca t ions. 

1:00 PM On the  bus  N/ A Misse d  a  b us 
stop  d ue  to  b us 
d rive r skip p ing  it  

Frust ra t ion a rise s whe n 
b use s skip  stop s 

5:00 PM Pla ns a he a d  fo r 
ne xt  d a y 

Wishe s a p p  ha d  
a  ca le nd a r 
fe a ture  fo r 
e ve nts o r b us 
sche d ule  
cha ng e s 

No  op t ion for 
p re -p la nning  o r 
no t ifica t ions 
a b out  b us 
closure s 

Use r re lie s on word -of-
m outh o r the  we b site  
fo r shutd own info , 
which the y find  
inconve nie nt  

7:00 PM  Re fle cts on the  
d a y’s com m ute  

N/ A Wishe d  fo r 
b e t te r 
no t ifica t ions a nd  
re a l-t im e  
up d a te s 

Use r fe e ls tha t  m ore  
t im e ly no t ifica t ions 
a b out  route  cha ng e s o r 
d e la ys would  im p rove  
the ir ove ra ll e xp e rie nce  

 

This Day in the Life Model  outlines a commuter’s typical interactions with a bus tracking app, 
focusing on the challenges they face throughout their day. From the morning commute to the 
return trip in the afternoon, the user encounters inconsistent arrival times, lagging real -time 
data, and a lack of bus capacity information, all of which cause frustration and inconvenience. 
They frequently check the app, but its unreliability forces them to rely on external sources, such 



as word of mouth or the bus website, for accurate information. The user’s experience highlights 
the  ne e d  fo r im p rove d  re a l-t im e  upd a te s, ca p a city t ra cking , a nd  m ore  t im e ly no t ifica t ions. 

Consolidated Identity Model  

 
 
This Identity Model  explores the values, actions, and self -perceptions of a user interacting with 
a bus tracking app. The user appreciates features that provide clarity and efficiency, such as 
visible bus routes, an intuitive interface, and timely updates that prevent them f rom wasting 
time or resources. Their actions include frequent checks of bus locations and capacities, using 
the app to make decisions about their commute, and consulting alternative sources when the 
app falls short. They define themselve s as someone who prioritizes punctuality and efficiency, 
feeling they deserve a reliable public transport system. This model emphasizes the importance 
of accuracy, real -time information, and a seamless user experience to match the user’s desire 
for reliabi lity and control.  

 
 
 
 
 
 
 
 
 
 



Consolidated Decision Point Model  

 
 
The Consolidated Decision Point Model  reflects the common considerations college students 
face when using a bus service app. On one hand, features like real -time updates, map routes, 
and capacity alerts help students make informed decisions about boarding. However, the app’s 
drawbacks, such a s overwhelming notifications, delayed alerts, and inaccurate geolocation, can 
create confusion and cause students to miss the bus. If they do miss it, they can check the next 
bus’s location or use rideshares, but this comes  with issues like extra costs and unreliable app 
information. Missing a bus can result in missing important classes or events, which can hurt 
attendance or participation.  
 
Consolidated Sequence Model  



 
This Consolidated  Sequence Model captures the decision and actions that the typical user 
would follow while using a commuter app. The model considers intents and conditionals that may 
affect the action of the user. The app provides important information that can influence the 
users decisi ons which is why this sequence model is important. While this model is very 
straightforward, this only considers the optimal scenario in which the negative options of the 
conditions do not come true.  

Reflection   
Overall, our project experience was productive, with a clear and consistent focus on improving 
campus public transportation. Our understanding of the task remained steady throughout, as we 
did not deviate from our initial goal. However, we were surprised t o find that the problem we 
were addressing was simpler than anticipated; the users' needs were not as complex as we 
initially thought, which streamlined our approach. While we felt confident in our comprehension 
of the task, our execution could have been m ore efficient, particularly with better time 
management. We estimate that we only spent about 50% of the recommended time on each 



step, which may have impacted our overall performance. If given the chance to redo the 
a ssig nm e nt , we  would  p rio rit ize  sta rt ing  work e a rlie r to  e nsure  sm oothe r p rog re ss a nd  b e t te r 
e xe cut ion. 

Appendix   

 
Affinity Diagram  

 

 

 

 

 

 

 



 

 

  

 



 

 
 



 

         

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 
 



 
 
 

 

 
 
 
 
 

 





 



 
 
 
 
 
 
 
 
 

 
 
 
 
 



 
 
 
 
 


