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Executive Summary
This report includes the results of user tests carried out for the Innocence Project 
by four graduate students in the Pratt Institute School of Information. Overall, 
we find that the Innocence Project’s mobile website makes it easy for new users 
to take action and learn about the organization, although there are areas where 
small changes could make for a more seamless user experience. 

The goal of our evaluation was to test how well the mobile website engaged new 
users with opportunities to take action and learn about the organization, based 
on meetings with Innocence Project staff that identified this as the top priority 
for evaluation. The evaluation involved eight in-person user tests. In selecting 
test participants, we prioritized young people with an interest in criminal justice 
reform who had supported nonprofits in the past. Nearly all users were “some-
what” or “very” interested in criminal justice reform. Users were diverse in terms 
of gender and race/ethnicity.

Each test was facilitated by a moderator who provided tasks and asked ques-
tions. Using the mobile website, users were walked through a series of tasks 
including signing a petition, sharing on social media, learning about the Inno-
cence Project through the homepage, donating, and finding other ways to take 
action.

Overall, we find that the Innocence Project’s mobile website does a good job of 
engaging new users. Users were generally able to learn about the organization 
and take action without difficulty, and all users thought the website was on par 
with or better than other nonprofit websites. We do see areas for improvement, 
mainly in making labels, buttons, and forms clearer or more prominent so that 
users fully understand the opportunities for action and learning. We have devel-
oped three specific recommendations to accomplish this:

Recommendation 1: Provide Understandable & Findable Calls to Action With-
in Stories
Call to Action links are not descriptive or distinctive enough. Users could not find 
them and when they did find them, did not understand what they meant. We 
suggest creating simple but prominent buttons instead. 

Recommendation 2: Make Buttons Look More Clickable & Add Statistics on 
Homepage
Some users wanted to see statistics or numbers with success stories conveying 
the impact of the Innocence Project’s work. Additionally, clearer buttons on the 
homepage would make the homepage links more useful.

Recommendation 3: Clarify Opportunities on Get Involved Page
If digital advocacy is a priority, then petitions and other action opportunities 
could be presented in a “Current Petitions” section at the top of the page. Addi-
tionally, the newsletter form could be more clearly labeled, and potentially con-
solidated with the digital advocacy signup form.
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Introduction
“The Innocence Project, founded in 1992 by Peter Neufeld and Barry Scheck 
at Cardozo School of Law, exonerates the wrongly convicted through DNA 
testing and reforms the criminal justice system to prevent future injustices.”[1] 
The organization helps people who are potentially wrongly convicted to prove 
their innocence. This evaluation was done by four graduate students at the 
Pratt Institute School of Information. The goal of our evaluation was to test 
how well the mobile website engaged new users with opportunities to take 
action and learn about the organization, based on meetings with Innocence 
Project staff that identified this as the top priority for evaluation. The eval-
uation involved eight in-person user tests. In selecting test participants, we 
prioritized young people with an interest in criminal justice reform who had 
supported nonprofits in the past.
 

Methodology
The usability study of Innocence Project was performed using the User Test 
method. This method helps to evaluate how effectively users perform specific 
tasks. This is a technique used in the design process to evaluate the features 
of any product or prototype with real users [2].

Performed in a laboratory environment the users attempt tasks given by 
the moderator in a controlled setting. The test provides both qualitative and 
quantitative data which can be used effectively to solve any usability con-
cerns. User testing can also be done with audio/video recording of the user 
to get better results.  Additionally, the User Test method helps to reduce cost 
and make better decisions which are research backed and user-centred [3].

Each session lasted for about half an hour. Participants were advised to use 
the “Think Aloud” approach where the users verbalized their thoughts  as 
they moved through the interface during each task [4]. This helped to discov-
er what the participant really felt as they navigated through the mobile ver-
sion of the website through different stages. 

Procedure

The focus on the mobile site and the engagement of new users were identi-
fied through discussion with the client. The mobile version of the website was 
browsed by four evaluators to assess the areas discussed in the meeting.  For 
the recruitment of the target users, a screening questionnaire was prepared. 
Five tasks were decided for the research with the intention to include all the 
major areas which needed to be addressed.

Tasks

The tasks can be summarized as follows:
1.	You see this story on your social media feed, and after reading the sto-
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ry, you decide that you want to do something about this issue.  Using this 
mobile site, show us how you would do that.
2.	 Now you want to share this story with people you know. How would you 
do that? 
3.	 After reading that story, you want to learn more about the Innocence 
Project. Explore the homepage of the website. What do you see? Is there 
anything you do not understand?
4.	 You want to provide monetary help to the organization. What would 
you do? (Can you find other ways to donate?) Find out if it is tax deduct-
ible?
5.	 You want to find more ways in which you can participate and be a part 
of the Innocence Project’s work. What would you do?

After each task, a post task question was also created in order to assess user’s 
perceived ease of use with each task and also to compare the user’s percep-
tion of different tasks.

The next stage was to decide on the pre and post test questionnaire for the 
participants. Pre- evaluation questionnaire (see appendix B) focused on the 
user-demographics i.e to gather more information about the users and post-
test questionnaire ( see appendix C) focused on the thoughts, opinions and 
behaviour of the user. The questions were a mix of open ended and rating 
scale questions. Both the pre and post test questions were asked verbally 
which were later noted down by each evaluator. A moderator script (see ap-
pendix E)  was also created which included a brief introduction, procedural 
instructions, task description and participant debrief. Finally, a consent form 
(see appendix D) was created to get the permission of the participant for the 
audio/video recording of the session.

User Demographics

Each member of the team recruited two participants.  In order to match the 
target users the participants were selected from the screening questionnaire 
or recruited through personal networks (see appendix A). Below is the demo-
graphic breakdown of the eight participants.

Table 1:  Demographics for 8 participants



 Michelle Kung, William Merrow, Yisha Su, Shradha Shree 
 Instructor: Craig MacDonald

7

Pre-Test Questions

Below are the results of the pre-evaluation questions which helped to gather 
more information about the users.

Table 2: Pre-Evaluation questions with answers from 8 participants
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Analysis Process

After conducting each test, evaluators reviewed their notes and recordings 
and noted the main problems. This helped to systematically capture the 
observations and address the issues in a better way which is otherwise some-
times neglected [5]. Individual findings were discussed for each task and not-
ed down on a post-it (see appendix F). After all the findings were discussed 
the common problems were grouped together. Severity of the grouped 
problems were discussed by the four evaluators in details with their possible 
solutions. This discussion resulted in finalizing major problems. These major 
problems were finalized on the basis of first, the severity of the problem and 
second, the problems which were common among the participants. Finally, 
these potential usability problems were addressed by giving recommen-
dations which are outlined in the following Results and Recommendations 
section. 

Results & Recommendations
The response to Innocence Project’s mobile site was largely positive, with us-
ers commenting, after going through all the tasks that the website was “un-
derstandable and clear”, “feels easy to use”, and encouraged exploration. Par-
ticipants who were interested in learning more about the Innocence Project 
found the mobile site to provide ample opportunity to do so. All participants 
understood the work of the Innocence Project, indicating that the website 
helped educate participants. All participants formed a positive impression 
of the Innocence Project from its website, stating that “It’s so important the 
work that they do” and that “I hope they are funded in perpetuity”. All users 
thought the mobile site was on par with or better than websites of other non 
profit organisations. 

Therefore, it is important to note that the recommendations we propose aim 
to solve minor problems that represent speed bumps to users’ experiences, 
rather than major structural issues that impede users completely. 

Site-Wide Issues:

•	 The lack of statistics showcasing the successes of the Innocence Project 
does the organization a disservice. Participants wanted to understand the 
impact of the organization as a whole in addition to the existing case-by-
case information.
•	 Labelling of buttons and links need to better reflect their function and 
destination. For example, many participants expressed confusion over 
what “take action” really means, and what “join the fight” might entail. 
More informative labels, like “sign the petition”, are necessary across the 
site.
•	 Clickable buttons should look clickable so that users will easily find them
•	 The many different forms on the Innocence Project confused partici-
pants. It is unclear to participants what the different forms mean and what 
kind of engagement the participants are committing to. 
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High level findings from each task:

Task 1: Participants faced some difficulty locating the petition links within 
the story, and when they did, they did not understand what they meant. The 
language used for the take action link was not descriptive and explanatory 
enough. Some quotes:

•	 “Is this a petition? I’m actually not sure. I see it’s asking me for signatures 
but I don’t know what it’s asking me for signatures for.”
•	 “They make it really easy to autofill and sign up” for petitions
•	 “They made it super easy to learn more - there’s this sort of listicle here - 
and right at the top they’ve got all these links”

To explore further, please see Recommendation 1. 

Task 2: Participants faced no difficulty finding the sharing options. Although, 
many participants expressed a preference for sharing the link through private 
messaging over public social media accounts. One user also confused the 
LinkedIn icon for Instagram.

Task 3: Users on the whole found the homepage to be understandable and 
easy to use. Some users liked the focus on Rodney Reed while others thought 
the focus was a bit too much and made it seem like the Innocence Project 
only work on the Rodney Reed case. Multiple users expressed a desire for sta-
tistics to show the impact of the organisation. Navigating to the homepage 
on the mobile site was also difficult as the home button did not look like a 
home button. Some quotes:

•	 “Where’s the homepage”
•	 “This looks like we only do stuff for Rodney Reed”
•	 “I get the feeling that the organization cares about the people they are 
working with. I guess specifically from the landing page...where I found 
out about Rodney Reed before I found out about the Innocence Project...It 
felt like the organization was really trying to center the work they are at-
tempting to do”

To explore further, please see Recommendation 2. 

Task 4: All users were able to use the Donate button and found it easy to nav-
igate there. No users explored the “Ways to Give” option. If this is a priority, it 
should be more prominent and probably moved from the footer to the main 
menu. 

Task 5: All users understood that there were many ways to get involved but 
after exploring the page, could not articulate exactly what those ways were. 
Better labelling will solve this issue. Some quotes:

•	 “I like that their website isn’t just about here’s our work and what we do, 
but it’s like this is how you can get involved, and they’re giving you really 
concrete tools for doing that”
•	 “I’m still looking for a space that is like ‘here are petitions that are going 
on right now that you can sign up for right now’ ”

To explore further, please see Recommendation 3. 
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Upon completion of the tasks, we asked each participant so follow-up questions 
to summarize their experience using the Innocence Project’s mobile site.
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Recommendation 1: Provide Understandable and Findable Calls 
to Action Within Stories

Over half of the participants had difficulty navigating to the Petition page 
from the “10 Facts About Rodney Reed” page. The problem is three-fold:

1.	  The call to action “Join the Fight for Rodney Reed” and “Adding your 
name to this petition” are not distinct from in-line links like “stay of execu-
tion” and “five days”.  This makes the call to action unfindable, and easily 
missed. 
2.	 The call to action links are only placed in the middle of the page and 
not at the end. Participants who had read the entire article found it frus-
trating to have to scroll back up in order to take action. 
3.	 Participants were confused by the language used in the call to action. 
Many questioned what “Join the Fight for Rodney Reed” actually means, 
stating “When you say join the fight, what does that actually entail?”.  
One user was unsure as to what petitions did. It was not explained clearly 
enough the recipient and impact of petitions. 

Figure 1: Current Calls to Action are indistinguishable from other content
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We recommend creating a button, in a similar style to the donate button for 
visual consistency, that drives users to signing the petition. This button should 
be placed where the current “Join the Fight” link is, and also at the end of the 
text, before the social buttons. And finally, in order to increase understand-
ability, the language of the button should map directly with the desired ac-
tion, reading “Sign the Petition” instead of “Join the Fight”.

Figure 2: Recommended Calls to Action stand out from other content and 
are placed strategically
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Recommendation 2: Make Buttons Look More Clickable & Add 
Statistics on Homepage

In task 3, participants were asked to explore the homepage to learn more 
about the Innocence Project. We wanted to find out if everything on the 
homepage is understandable. Most of the users like the homepage but some 
small issues were identified. One of the users said that the “white text is hard 
to read on a photo background”, while some users wanted more big numbers 
and statistics to showcase success stories and convey the impact of the Inno-
cence Project’s work. In the words of one user, “I would like to see more suc-
cess stories or some statistical information to understand the impact of this 
organization.”

Figure 3: Current homepage has links that are hard to read and lack com-
pelling statistic showcasing impact of the Innocence Project’s work
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According to the feedback, our second recommendation is to make buttons 
look more clickable and add statistics on the homepage. To be more specif-
ic,  it is better to change the small white text link ‘Add your name’  to a but-
ton that stands out more by adding a blue rectangle under the white text.  In 
addition, participants expressed that statistics about the overall impact of the 
organization would show the importance of the Innocence Project’s work and 
compel them more strongly to take action - such as signing and petition and 
giving. Thus, it is better to add statistic facts, such as “The innocence project 
has contributed to exonerating 367 people in the United States though DNA 
testing” under the About Us section.
Figure 4: New homepage has readable links and compelling statistic 
showcasing impact of the Innocence Project’s work
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Recommendation 3: Clarify Opportunities on Get Involved Page

As mentioned, users appreciated that the Get Involved page consolidated all 
the ways to support the Innocence Project’s work, but were sometimes con-
fused as to the different options. Users liked that there were many ways to get 
involved, although sometimes did not understand all of the different opportu-
nities. 

When asked what they would do if they wanted to sign a petition or call a 
government official, users were unable to find a place to do so. If getting 
users to sign petitions, call government officials, or take other digital advo-
cacy actions is a top priority, these could be featured in a new section titled 
“Current Petitions” or “Current Campaigns” at the top of the page. This could 
include links to petitions, or other digital advocacy opportunities (e.g. calling 
members of Congress) if they exist.

Another area of possible confusion was the newsletter signup form. It was 
not immediately clear to all users that the black email form was - while one 
participant correctly assumed it was a newsletter signup, another wasn’t sure. 
To address this, the form could be titled “Sign up for the newsletter” to clarify 
what the form does.

Figure 5: Current Get Involved page 
doesn’t provide access to petitions 
and doesn’t clearly signify email 
newsletter sign-up

Figure 6: Recommended Get In-
volved page provides direct access 
to petitions and clearly signifies 
email newsletter sign-up
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Additionally, if the digital advocacy signup form (currently found by going to 
“Join the team to help win reforms”) is a high priority, it could be consolidated 
with the newsletter signup form. Users would then see one signup form titled 
“Sign up to receive our newsletter and opportunities to take action” or simi-
lar, which could have checkboxes beneath it like the current digital advocacy 
form. One checkbox could sign the user up for the newsletter, one could sign 
the user up to receive digital advocacy opportunities, and one could sign the 
user up to receive text updates.
 

Conclusion
In an era of high competition on digital platforms, ensuring that new users 
have a positive user experience is critical. With the goal of testing how well 
the Innocence Project’s mobile website engages new users, we conducted 
eight user tests, focusing on young people with an interest in criminal justice 
reform or supporting nonprofits. Our evaluation finds that the Innocence 
Project’s mobile website does a good job of engaging new users with oppor-
tunities to take action and learn about the organization, although there are 
areas for improvement, particularly around clarifying labels and buttons or 
making them more prominent to ensure users understand the many oppor-
tunities to learn and take action that the website presents. Specifically, we 
recommend making calls to action more prominent within stories, adding 
buttons and statistics on the homepage, and clarifying the opportunities for 
signing up for digital advocacy and the newsletter the Get Involved page.

The Innocence Project is doing important work, and we and the users we 
tested were left with a highly positive impression of the organization based 
on its website. We look forward to seeing the Innocence Project’s website 
evolve to further advance its critical mission.
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Appendix
Appendix A: Screening Questionnaire
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Appendix B: Pre evaluation Questions

1.	  How interested are you in the issue of criminal justice reform? (1 not in-
terested, 2 somewhat, 3 very interested)
2.	 Is English your first language?
3.	 Have you ever used innocenceproject.org before?
4.	 Have you ever participated in a nonprofit’s campaign, such as volun-
teering, signing a petition, or calling a member of Congress? 
5.	 Have you ever donated for a cause?
6.	 Do you use social media? (Which ones?)

Appendix C: Post-Test Questions

1.	   In one word, how would you describe your experience using this mobile 
site? Answers from the 8 Participants
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2.	 What are your thoughts on the Innocence Project? Answers from the 8 
participants

3.	 How does the Innocence Project’s website compare to other nonprofit 
websites you have used? (Worse 1 2 3 4 Better) Answers from 8 participants
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4.	 you think you might be willing to donate to this cause in the future? If 
yes why? If no why not? Answers from the 8 participants

5.	 How likely are you to recommend this organization to others?(Not likely 
1 2 3 4 likely) Answers form 8 participants
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Appendix D: Consent Form

Purpose: 
The purpose of this study is to evaluate the mobile website of the Innocence 
Project, a nonprofit organization. The study is a part of the Usability Theory 
& Practice graduate level class at the Pratt Institute, under the supervision of 
Professor Craig MacDonald. 

We are a team of four people who are interested to know how well the partici-
pants can accomplish specific tasks. This study will not test you. The goal is to 
evaluate the website, and help us to provide information on areas of the site 
that could be improved.

Procedure: 
If you agree to be in this study, you will be asked to perform some simple 
tasks on the Innocence Project’s mobile website, imagining that you are inter-
ested in their work.

Benefits/Risks to Participant: 
Participants will receive a $10 Amazon gift card. Participants will learn about 
the Innocence Project and help the organization determine how to improve 
the usability of their mobile website. There are no known risks to participating 
in the study.

Voluntary Nature of the Study/Confidentiality: 
Your participation in this study is entirely voluntary. At any point during the 
study you are welcome to tell the moderator that you would like to discontin-
ue your participation in the study. You may also ask the moderator any ques-
tions that may arise during any part of the study. 

Eight people will participate in this study. Results from all sessions will be 
included in a usability report. We will record the session. Your name and per-
sonal information is completely confidential and will not be  included in the 
report nor will your name be associated with any session. 

I,_______________________________________________, have read and fully under-
stand the extent of the study and any risks involved. All of my questions, if any, 
have been answered to my satisfaction. 

My signature below acknowledges my understanding of the information 
provided in this form and indicates my willingness to participate in this user 
testing session. 

Age: ____ (Note: Must be 18 or older to participate in this study) 
Signature: __________________ 
Date: ________ 
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Appendix E: Moderator Script

Introduction 
Hi, my name is [name] I’m a graduate student at the Pratt Institute studying 
website usability. Thank you for agreeing to take part in the user test  study 
today. 

We are doing user testing for the Innocence Project’s mobile website. Your 
feedback will help us improve the usability of this site.

Consent Form:
Please read and sign the consent form before we start the usability test study.
I need to record the usability study and capture conversation details, could I 
have your permission to record the session? Thank you.

Procedural Instructions:
During this session I will be reading from a script to ensure that my instruc-
tions to all participants in the study are the same. 

This collected information will then be used in our group report. 

This usability study will last for about 20 to 30 minutes. If you need a break at 
any time, let me know, and you can also stop the session at any time for any 
reason.

The user test is divided into three parts:
Part 1: Pre-test questions
Part 2: Test
Part 3: Post-test questions

During this session we ask that you “think out loud” while you are completing 
the tasks. This will help us to understand what you are doing on the website.. 

I would also like to let you know that that in no way will your preferences and 
information seeking methods be judged. This study will not test you. The goal 
is to evaluate the website, and help us to provide information on areas of the 
site that could be improved. 

Before we start the usability test do you have any questions for me?

Pre Evaluation Questionnaire:

Before we begin the tasks as discussed we have a few questions. This ques-
tionnaire will help us to understand your background and if you have any 
prior experience with the website.

How interested are you in the issue of criminal justice reform? (1 not interest-
ed, 2 somewhat, 3 very interested)
Is English your first language?
Have you ever used innocenceproject.org before?
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Have you ever participated in a nonprofit’s campaign, such as volunteering, 
signing a petition, or calling a member of Congress? 
Have you ever donated for a cause?
Do you use social media? (Which ones?)

Task description:

 Task 1: You see this story on your social media feed, and after reading the 
story, you decide that you want to do something about this issue.  Using this 
mobile site, show us how you would do that.

Link: https://www.innocenceproject.org/10-facts-you-need-to-know-about-
rodney-reed-who-is-scheduled-for-execution-on-november-20/

Question:
•	 How did that go?

 Task 2: Now imagine you want to share this story with people you know. How 
would you do that? 

Question:
•	 How did that go?
•	 Is this something you would actually share? 

Task 3: General impression
After reading that story, you want to learn more about the Innocence Project. 
Explore the homepage of the website. What do you see? Is there anything 
you do not understand?

Goal: user navigates to the homepage and learns about the Innocence Proj-
ect. 

Question:
•	 What do you think this organization is? What do you think it does?
•	 Is the homepage understandable?
•	 Is this what you expect from a home page?

Task 4: You want to provide monetary help to the organization. What would 
you do? (Can you find other ways to donate?) Find out if it is tax deductible?

Goal: user taps “Donate” or “Ways to give”. Don’t need them to fill out the do-
nation form.

Question: 
•	 Was that easy to do?

Task 5: You want to find more ways in which you can participate and be a part 
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of the Innocence Project’s work. What would you do?

Goal: user navigates to the Get Involved page. Can give prompts to help them 
find the page if they don’t find it immediately.

Questions:
•	 What do you think are the different ways to get involved?
•	 If you wanted to help out by signing a petition or calling a government 
official, what would you do?

Post-Test Questionnaire: (Verbal)
Thanks. Now we have a few final questions for you. 

1.	   In one word, how would you describe your experience using this mobile 
site?
2.	 What are your thoughts on the Innocence Project? 
3.	 How does the Innocence Project’s website compare to other nonprofit 
websites you have used? (Worse 1 2 3 4 Better)
4.	 Do you think you might be willing to donate to this cause in the future? 
If yes why? If no why not?
5.	 How likely are you to recommend this organization to others?(Not likely 
1 2 3 4 likely)

Participant debrief:
Thank you so much for all of your insights and feedback. All the information 
you provided will be anonymous and confidential. If you have any further 
questions/thoughts do let me know. Feel free to contact me if you have any 
questions or want to share more feedback. 
Thanks again for participating!
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Appendix F: Picture of the problems for each task




