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Overview

Role: UX Designer and Researcher  Client: CareerFoundry  Duration: 6 months

Searching for advice is frustrating and time-consuming but we all need help sometimes and how-to
videos don’t always cut it. With people practicing hobbies at home now more than ever, they need an
intuitive way to connect with an expert to get informed and troubleshoot their projects.

Dabblr is a responsive web app connecting hobbyists with seasoned pros to get advice in an accessible
on-demand format. | envisioned Dabblr as a way for DIY enthusiasts to bridge the knowledge gap
between their personal skills and project aspirations to finish more projects with confidence.

This was a student project with a few goals in mind:

* demonstrate my abilities in UX research methodologies
* gain familiarity with mobile-first responsive design
* build and iterate towards a high-fidelity prototype.
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- user research
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Competitive Analysis

| created a series of SWOT and UX Analyses to understand the
problem | was tackling, consider some solutions proposed by
existing apps, and spot opportunities to carve out a unique
audience niche.

At this stage | was most interested in learning:

* how advice is found (search vs. Al concierge);

* how advice is paid for (subscriptions vs. transactional);
* how advice is delivered (text vs. video);

* and, of course, how experiences look and feel to use.

I was also curious where else | could look for patterns to
inspire me (ex. social media, vacation rentals, ride-share
matching, etc).

COMPETITIVE ANALYSIS: UX

COMPATIBILITY

+ Tested responsiveness and app is
‘compatible across Safari and Chrome

- Mobile apps available for i0S and Android

USABILITY

+ Clear first step (as first time user from
homepage a large filable field prompts
You to type a question)

+ Low transparency. totally unable to
browse functionality of the platform  ~—
without signing up for an account |

paying for a week's trial membership

COMPETITIVE ANALYSIS: SWOT

STRENGTHS

-« simple value proposition
- reasonably fast o get stated / signed up

- low cost entry point | low commitment

+ diverse experts /toics (something fo everyone, something for

every problem)
A

OPPORTUNITIES

morning - consumer afais claims 6 minutes)
- gevlocated matching options (to convert online users into clients IRL)

+ video-first options

Y
basic praliminary
+ verifed exg

info about your probiom

erts + satisfaction guarantee ensures high quality

agvice & trust

. i )
- niche focusing (ssams to bo lots of spacas batwasn “al advice o all
peaple” and “only advice for business or ealth or legal fetc’)

account to b able to preview power o the site)

WEAKNESSES THREATS
3 ypes . legal advice. b

of experts who would prefer 0 be grouped with peers | within consulancy)

Idustry-specific product (ex. mental healt) .
. ippedup.sent | - major i, oogle, acsbook

browse app content functionaiy o fees

using problem:specifc keywords and questions



Takeaways

* Promised advice in minutes but waited for hours
| wondered how to set clearer timing expectations for users
(ex. advance scheduling and “online now” features).

* Credit card to get past the homepage and dark patterned “free trials”
| became committed to the idea of making my product more accessible
and delaying account creation as long as possible.

¢ Text and voice still the prevailing advice formats
| recognized an opportunity to use video calls to solve problems in real-time.

® Generic interfaces catering mainly to business, law and medical niches
There wasn’t a strong competitor in the Hobby/DIY space and a more visual interface
would be attractive to a creative crowd.



User Research

Upfront | had to make a decision about which user to design for first: the advice-
seeker vs. the expert (I opted for the former).

| decided to use a combination of user surveys and interviews to balance the
breadth and depth of responses. Before writing my script, | developed some goals
to help guide my line inquiry.

1. observe user behaviour specific to troubleshooting craft and DIY projects.
2.Determine the tasks users would like to complete using an advice app.
3.Document pain-points with existing apps on the market.

4 .understand the context the advice app would be used.



Surveys

By delivering my survey in advance | had the chance to finesse
my interview script to garner more valuable insights.

Notably, among my 16 respondents, only half could envision
themselves using an advice service for their hobbies. During
my interviews, | then sought to understand sources of friction
preventing users from seeking advice and what features would
make the product most compelling to try.

@ Every week

@ Once a month

@ Afew times a year
@ Every once in a while

Approximately how many hobby/DIY projects did you start but not complete last year?

16 responses

1(6.3%)

4(25%)
Afew 9 (56.3%)

About a dozen

2 (12.5%)

So many | lost count

Why did you abandon these projects?

16 responses

Lack of time| 13 (81.3%)

Loss of interest 4 (25%)
Problems encountered along the

o,
way 5(31.3%)



MOTIVATORS DETRACTORS

User Interviews

I conducted three interviews with prolific hobbyists with
different skill levels and areas of interest.

BROWSE EXPERTS SEARCH CONSULT w/ EXPERTS RATING / REVIEWS
s S ot oot

: .

I then distilled each interview into key quotes, behaviors, needs/
goals, and pain points then used affinity mapping to distill the
results into themes | could design around.




Key Insights

* introversion vs. extroversion: shyness proved to be a major detractor for seeking
advice, aim to offer multiple communication methods to meet user preference.

® connect browsing and searching: users moved fluidly between broad browsing and
detailed search parameters when planning and executing projects.

e allow for varying urgency: home improvement projects, in particular, presented
immediate needs, possible “online now” feature.

®  prioritize peer review mechanisms: the comments section was called out repeatedly
as the place to go to determine the value and trustworthiness of a source or tutorial.

* research can spark joy: beyond a means to an end, the research part of a project can
be a big part of the enjoyment and visual aids are key.
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There’s something super satisfying about
sharing the things that | make, and having
people exclaim, “wow you made that?/”

| hate talking on the phone and avoid it
at all costs. | prefer to figure stuff out
myself even if it means | may not be
doing it “the right way.”

research techniques In text-based tutorlals and

spends as much time collecting Ideas as

how-to videos

reference finished products by other users to get - starts many projects, finishes some

Inspired for thelr next project has a lot of general knowedge from wide range

USER PERSONA #1

Dom,
The DIY Newbie

33 years old
Canadlan
living In Montreal, QC

Marketing
Professional
marrled

works full-time
beginner level DIY
home Improvements

enjoys the soclal
aspects of hobbying

an extrovert

completing projects

I think hobbies fall into two categories:
The ones you actually like doing, and the
ones you don’t enjoy but the end product is
so satisfying it makes up for it.

As a first time home owner, this is all
new to me. | just want someone to look
at what I'm doing and be able to answer

my specific questions.

Q

browse through how-tos and experts visually because
they lack more specialized Jargon to help with their
searches

talk to an expert online Immediately If, for example,

they Just sprung a leak In thelr new bathtub Insallation
projects and need a fix right now!

to set thelr language preferences because they an
English-speaker In a French community so getting advice
In thelr native language can be tricky

People presenting themselves as experts on YouTube
without the necessary qualifications

Paying for something you could have done better yourself
Poor quality video; presenters who don't cut to the case

calls thelr dad when they get stuck on a project
typlcally has a couple big projects on the go at a time
since they frequently get stuck In the middle of a
complex problem

only works on thelr projects on the weekend so they can
dedicate thelr full attentlon to the task

works on thelr projects at home so uses a combination
of desktop and moblle tools

Be able to relish In the long-term enjoyment of thelr
effort and projects by Investing time In Improving

thelr home

Save money by doing the work themself

To speak to an expert face-to-face ASAP so they can get
help with thelr specific problem and avold getting stuck

Personas

Based on the results of my user
interviews, | developed two
personas to guide explorations of
tasks from different perspectives.
Despite having identified video
calls as a key differentiator and
income driver of the app, having
both introverted and extroverted
personas helped me keep their
differing needs in mind while
designing.



User Journey

With the context and motivation of these personas in mind, | crafted a series of
touchstones to refer back to throughout the design process:

* journey maps to visualize the steps to accomplishing goals
and how to simplify them;

« a mental model to explore the impacts of the user’s perception
on the process;

* user stories to keep me goal-focused during ideation.

The user journeys were particularly helpful in identifying breaking points in my
user’s path to accomplishing their project goals and brainstorming features that
could simplify access to the right advice at these critical moments.



Find a plumbing expert available now

Input project details
Set parameters (timing/expertise)
Perform search

Ahhhhhhhhhhh!
I really need to talk to someone who knows
what they're doing!

Dom is freaking out.
They've already invested a bunch in the project and now
they've got water leaking everywhere threatening to ruin
the work that was already done.

\o

Keywords or sub categories for expertise to
assist in search

Message feature to input project details before
expert accepts call

View what experts are online now vs. schedule
for future

Check expert’s qualifications and request a consult

Review expertise / ratings
Select an expert
Request a consult with expert

I cant find a YouTube video that de i
a als with m
problem b/c it's specific to my house and now [{'1;
too urgent to be searching around

Dom is starting to relax now
that they've been connected to an expert.
Help is on the way!

Search results combine both photo and keywords
about expertise for quick scanning

A wait-time estimate/countdown before expert is
able to start call

Show “how-to” videochatting tips while user
waits for call

Have a video call with an expert

Answer videocall from expert
Showétell with expert
Rate and review expert (+call quality)

There are times where | wish | could ask
someone, but / don't have the appropriate
resources or an answer
that I trust.

Dom is relieved and refocused on completing their project.

Native video chat vs. sync to third party services
Add a rating/review for the expert after call

Add experts to contacts list that can be added to
and customized




Card Sorting

To create a sitemap, | used a variety of techniques to visualize how features would be ordered
and grouped to create an intuitive interface:

* task analysis to match user actions to features | need to create
¢ user flows which outlined all the steps to accomplishing key tasks
® card sorting to understand my users’ mental models

By executing a card sort with 8 participants, | realized there was a major disconnect between
my users’ mental model and the emerging information architecture of my site. | revised

my sitemap to bring Experts and Tutorial content together to support my users’ desire to
compare and move fluidly between these two advice formats.
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1.0 EXPERTS 2.0 TUTORIALS
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1.1A CATEGORY 1.1B SEARCH 2.1A CATEGORY 2.1B SEARCH
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1.2B SEARCH 2.2B SEARCH

1.2A TOPIC RESULTS 2.2A TOPIC RESULTS
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1.3 EXPERT PROFILE

2.3 ARTICLE / MEDIA

* FAVOURITE EXPERTS

* FAVOURITE CONTENT

Y

\ 4

5.0 SUPPORT

6.0 ABOUT

5.1 Help Centre

»

6.1 How it Works

5.2 Contact Us

6.2 Terms of Service

\ A/
3.0B ACCOUNT 4.0 MESSAGING
»  3.JAPROFILE p  AJAINBOX
> 3.1B SETTINGS »  4IBCALLS
3.1C PAYMENT
DETAILS / WALLET
331D MY PROJECTS




Rapid Prototyping

Sketching screens first with pen and paper helps me:

* brainstorm and experiment with features quickly

* think differently by shifting to a more tactile medium off-screen
* keep track of early ideas (no delete button on paper)

* gets me into a playful mindset where I'm most creative

Working off my initial drawings, | then create digital wireframes
in Figma, progressing from low- to high-fidelity. These rough-and-
ready prototypes are essential to verify good ideas as well as
eliminate bad ones, and move on to testing with users efficiently.
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User Testing

It was time to reconnect with potential users to test my mid-fidelity prototype. |
recruited five participants from my core demographic of active millennial hobbyists
with one edge case to diversify perspectives (higher age bracket + lower tech savvy).

My goal at this phase was to observe whether users understood the project, its value,
and how to complete basic functions such as searching/browsing for advice, setting
up a call with an expert, and creating an account.

Analyzing the results, | identified areas of friction to revise.
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lome > Category > Expert

Leif the Gardener
*hk Dabbler since 2022 Sxx/hr
INTRO
Some placeholder text about my
crafting expertise to help you make a
selection. This would include topics |

am best versed in, my qualifications and
how many years I've been practicing.

REVIEWS

TUTORIALS

/—\
dabblr Q

\C

Lief

W 4.5(78) ©Oakland, CA @ $5/min

INTRO A

Builder and perennial green thumb ready to
help you in your greenhouse building and
landscaping endeavours no matter how
muddy. Certified landscape architect,
carpenter, knowledgeable botanist, outdoor
enthusiast. Let's get planting!

Request a Call
Message >/

Usability Error #1

What happens next?
Suggested Change: Edit button text to be more descriptive

Users may be more prone to bail out if they are unsure what
they are committing to in each step. Preference testing this
edit revealed “Request a Call” verbiage helped put users at ease
that there would be another step before talking to a stranger.



Usability Error #2

When do | create an account?

Suggested Change: Clearer confirmation page, insert additional
screen(s) to divide up user decisions and lower mental load

Testers were intrigued by the “check out as guest” experience
but because it wasn't what they expected it also seemed to
cause some anxiety that they had missed something.

N

dabblr Q

Home > Category > Expert > Call

Requesting a Call with:

. Sam the Builder
*hk  Sovhr

Next available appt date placeholder

|® startime[s] [Est Lenginorcan |

‘ Why are you calling? ‘

Wite a brief message describing your
project, or the problem you've
encountered, Be sure to include detals
about any specific parts or tools you are
trying to use (model number, product
name, etc)

Na==] . )

([ —

Requesting a video call with:

\ Lief
S 2509 $s/min
\)ﬁ ! @ 0akland, CA
-

Estimated Length of Call: 15 min :

= Next appointments Calendar

Tomorrow, Tuesday, June 29 8:00am

Online Now! ASAP ‘
Today, Monday, June 28 2:00pm ‘
Today, Monday, June 28 2:15pm ‘

Continue to Intro Message /




abblr Q qbblr a Refining the Ul

Home > Category = . . .

e Following user testing, further refinements were driven by other
Home Home forms of evaluation to ensure my decision-making remained in-
Improvement Improvement Tive WiEh P read

) ) @ Petecrca Y Pombing INE WL Iy USEES' needs:
o +  accessibility tests revealed areas where contrast was
== insufficient to meet AAA standards
‘ i~
v *  peer review feedback led to addition field titles and empty
Sam the Builder Jane the Plumber Lief state to meet forms best practices
Master cabinetmaker From minor leaks to Build the greenhouse
helps you navigate heritage homes, | of your dreams.
even the knottiest of specialize in a var.
building scenarios.
*45 ©25mi  $2/min *4.5 ©5mi $9/min *4.5 ©25mi $5/min . . . .
I also worked to refine the visual design referring to both Human
TUToRALS Interface Guidelines and Material Design to strike a balance of
e eR Vo fog i Pogact compatibility across platforms. Using Gestalt principles and grids

3 “\\ ;W;HQ'W,;M,WO;V | developed components and frameworks designed to scale using
progressive enhancement.

ifetime, S0 be sure to start




dabbir

Requesting a video call with: Video Call Confirmed!

Save your details to make
calls quicker next time:

You'll need a Dabblr account Appointment: Today at 2pm
to save your payment
details, prgferences and Message to Expert: : :
access additional features Aquaponics vs. Hydroponics

Y 4.5(78) Oakland, CA $5/min : Today

INTRO. f5] add to calendar
Builder and perennial green thumb ready to Message

help you in your greenhouse building and
landscaping endeavours no matter how
muddy. Certified landscape architect,
carpenter, knowledgeable botanist, outdoor
enthusiast. Let's get planting!

Enter a brief message describing your
project, or the problem you've

untered. It can be helpful to include
detail y arts or tools
you are using (brand, model number,

pattern name, etc;
Later
Request a Call Go to your Dashboard
Create Account

i What happens now?
I'm already a member! Login Now T D ( i )
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Design System

Teal is the design system | created to document and explain
Dabblr’s visual identity. Part of the goal was to create a library
of guides and components to allow other designers to reuse
assets and help engineers build in a consistent way. The system
covers everything from color and typography, to accessibility
and tone of voice.

| prototyped Teal as a web-app to emulate a living resource
better suited to scaling with a team than a static document.
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Color

Tealis dabbl '
Semand musumns ity
fones round out the st for oncuontiond backgmund emants, s a warmeratemative &
k

Tt faces and

mwovk can remain the hero.

Ul Elements & Style

Ul cempanents sre minimalst n construction with subtle shaduws toassisttheuserin
identiing nteracve elements, Foms imple line

nt hapes
work,with rounded comers and terminuses enereva fossivets Fenioress friendly,
simple visual character.

tabs
SECTION TITLE

expert card

Jane the Plumber
Speciling i range
Wt servces ncodng
hertage hame el
a5 Osm sumn

large button stack (vertical)
organized ether on the vrtical or
honzontal. ts possibi to

"
e o Ve R N

I —I————
Typography

Poppil yet trustworthy s friendly rms ar
given a more serious bent by the straight-edged terminuses. This is who to tur to with your
tideas prot and for

5. Itis
headings.

Roboto is a hard worker and much like Poppins it has a dual nature. At once serious in ts
‘geometric forms, it also features friendly, open curves. Clean and legible, Roboto is used for
body text and buttons to provide clarity and ease.

Poppins, Light, 48pt

H1 [ Advice

Poppins, Medium, 36pt

H2 [ Expertise

H3 / Large Button

Poppins, Medium, 24pt
H4 / Small Button Roboto, Medium, 18pt
Body text Roboto, Regular, 6pt
Fineprint and seconcary nav slements

Roboto, Regular, 149t

Subtext and Coptions Roboto,Light talc, 14pt

|
Iconography

foons reinesr an monachvomatic. cons appeatn Deep eal on gt coloured backgrounds,
by th single state. (example:

T har o Tt an active and

i acvice payment s to calencar

Q =] (-] c]

L
Grids/Layout

Screens layouts are built around a 12-column grid with 20px margin and 10px gutters for mobile
and scaling to a maximum of 40px columns with 20px gutters for larger screens, with excess.

And individual

A
‘components draw on the Golden Ratio for their design (see example: expert card).

Language

Dabblris precise and knowledgeable. Attention to spelling, grammar and syntax is a given. Every
effortis extended to write in clear, plain language to remain accessible, optimize for localization,
and avoid jargon.

Dabbisinclsie, ncusive anguage and ponounsarsstandsrd ourwiten copy and cleor
and present optio Dabbir will n quage or
racices by s contibutors of wsets

Only our brand, dabblr,is consistently presented in lowercase. In all other functions, sentence
case is standard.

Accessibility

Qurusers are diverse n age,abilty and locaton.Designers must consider  wide frame of

experience when building new products. Users may be deaf and hard of hearing, have motor

cognitive .mpamems o use screen readers. At bl we rdersand that madng b ik
for

As a starting point, dabbir's
increasing visual clarity.

is simple yet



Retrospective

With a functioning high-fidelity prototype in place and supported
by a design system guide future iteration and growth, Dabblr
had reached an ending. But this would only be the beginning for
bringing such a product to market.

Next steps for Dabblr? There are some obvious features that are
missing from an MVP. | would follow the same iterative process to
flesh out new features - like in-app videocalls and menus - going
from low-fi drawings and to high-fidelity by getting feedback from
users along the way with a combination of formal testing and
informal peer reviews.
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Revisions User Tests Iterations Cups of Coffee
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