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Assumption

People are frustrated with finding
a good handyman
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Competitor Analysis

Yellow Pages/
True Local

Hire a Hubby /
Jims

Service Central

Handy

Task Rabbit

Facebook

Google

Overview Offer Effort Ratlpgs/ Payment Platform Free Quote Background - Emergen
Reviews Methods Check cy
Business Listing Se"?mh el any Med Yes 1o Hanplyman o Listing Varied No Yes
business online completion - Varied
Frahchlse Locally operf'ated and Med NG To Hanplyman on Market Place Ves Assuming NG
Businesses owned businesses completion - Varied yes and no
Find trade and Get 3 quotes from Loy 5 LEAE
. . = yman on
services the easy certified local Med Yes completion - Varied Market Place Yes Yes No
way businesses
Book professional )
ust book and they To Company on
cleaners and take care of the rest o e booking - Credit Card M-S FlEeE Ve W Ne
handymen
Get things done by To Company on
We do chores and .
errands for you connecting you with Low Yes completion - Market Place Yes Yes Varied
others Credit Card
Referral or s
, . To Handyman on Listing/ Market . .
advertise on local | Ask any connection Med Yes completion - Varied Blace Varied No Varied
droups page
Search Engine Search broadly for Med No Varied Listing Varied No Yes
required service
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User Interviews

Biggest frustration is a handyman who doesn't fix their problem properly
Avallability of handymen is also important because of convenience
There are concerns about safety

There's a need for convenient payment



Insights

People are reluctant to go find their own
handyman because of the uncertainty about
an untried handyman's reliability

"Whether the handyman is ‘I'm sick of tradies not ‘| prefer to find someone by word
good or not Is a surprise” showing up on time’ of mouth because i know they 've
_Vivian A - Bert C done a good job in the past’

- Bert C



Insights

People had strong unhappy reactions about
having to take time off work to be home for repairs

"My choice nharrows down to ‘It's not convenient to work around
who's available on weekends” the handyman's availability”

- Robin H - Kat R



Insights

Concerns about safety was an unexpected
common theme especially late night
emergencies

‘I don't feel safe if it's not a ‘I'm concerned about tradies I wouldn't leave my wife
friend's referral” showing up without .D" alone with a handyman”

- Kat R - Vivian A - Robin H



Persona

Cnris Adams

39 years old workaholic

accountant from Frankston,
married with a young kid




Persona : Chris Adams

He tried his hand at DIY but he's just not good at it. So he usually just get someone to fix things but at
the same time he's always putting it off because he finds the process of searching for handymen
nainful and time consuming. He also hates taking time off work to be home for the handyman, who

shows up 1 hour late.

Stories and Scenarios Needs and Goals

. His wife keeps asking him to get - Needs to be sure he's getting
stuff fixed someone reliable

- His first port of callis calling his * Need someone who can work
friends to see if they know anyone around his time

- He doesn't want to keep calling - Needs to feel safe for this family
several people and explain the especially if he's not around

same problem over and over again - Need a convenient way to pay



Problem Statement

Chris heeds a way to hire an honest and skilled
handyman at a convenient time because his
time Is iImportant for him



Storyboard

nandyman you booked actually

Getting a handyman should be
quick and easy. You shouldn't
5 nave to worry about whether the

i KNows how to fix things. This
To! (ET 1S (ONTACT Selvice MWeTES LAT é&"': service has already done all the
LEAEIVNG- - CoNFIRM % Pﬁ/ N pLu#‘z?P;':z"‘s s hard work, all you have to do is
G So»*émv? - — (oNFIDEVT ThAT 4 Y | book it.

- THE SERVICE wliy AnD (EAVES

AsT BE QoD Rk
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Userflow

Valid time?
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Paper Prototype




Paper Prototype Testing

Main insights

v Knew exactly what to do to progress to the next

screen without instructions

» Low fidelity app blurred the lines between box

outline and clickable buttons
» Didn't notice there were reviews
» Price iInfo not noticeable

» Questioned whether the notify feature was

necessary

» Didn't leave a rating at the end




Wireframe vi1

It's 10pm on a Wednesday night. You just found out your toilet is leaking and need someone qualified and
trustworthy to come and fix it. You remember you recently created an account on Handal
How would you use the app to find someone?

9:41 AM

e“ Sketch &

WHAT DO YOU
NEED HELP
WITH?

. Search for service ()

or Browse Categories

They choose the service via a
dropdown

100% .

Handal =

9:41 AM 100% ..

Handal

e“ Sketch ¥

WHAT DO YOU
NEED HELP
WITH?

Right Now

Wed9Sep 10 00

Choose "When' has the option of a
quick "Right Now" or choose a date
and time in the future

®e® Sketch 9:41 AM 100% .

® Sketch =
ck

Handal

Back

9:41 AM 100% ..

Handal

Select your guaranteed

fully vetted handyman
WHERE DO YOU NEED A y y
PLUMBER -~ Sortby Availability v
RIGHT NOW? »
0O Paul Lumber
S Yok %k & Reviews
Enter Postcode (X Services: Plumbing, Gardening
Available Estimated Cost:
N $80 - $105
{ BOOK
LocateMe </
: O Terry Oilet
NEXT ’ S Yk k¥ ok Reviews
Services: Plumbing, Gas Fitting
Ayailable Estimated Cost:
in1hr  ¢75—-$95
{ BOOK

Next the user can enter postcode
or a quick locate me button using
the gps location

The user can sort by availability
and can look at reviews for each
handyman

® Sketch = 9:41 AM 100% ..
ack Handal
Paul Lumber Reviews X

Sarah
Daniels

Adam
Hayes

Paul is friggin’ awesome.,
Fixed my hot shower in no time.

Paul came to fix a burst pipe at

Does he not sleep?

I've never seen anyone care about
a toilet so much!

Henry
Barnes

He was ok. Fixed the toilet but

then he had to use it. He was in
Tiffany .
Wong there a long time.

(=3
inThr  ¢75 995
BOOK

Reviews is shown in a popup



@“ Sketch = 9:41 AM 100% .
Handal =

Hey Chris, you've chosen

< Back

O Paul Lumber
Q Estimated Cost:
$80—$105 "

change

Do you wish to notify someone?

Add contacts

CONFIRM

Once the user has selected someone,

they can notify someone for security
purposes or just confirm

Wireframe vi1

esketch = 9:41 AM 100% -
Handal

< Back
Add Contacts
John Rivera v’
Helen Robinson
v

Kathy Dixon
Gloria Ferguson
Kenneth Gibson
Amber Ryan

Lawrence Collins

Add Selected

Selecting someone brings up their
contact list

9:41 AM 100% ..

Handal

Hey Chris, you've chosen

O Paul Lumber
c Estimated Cost:
$80—$105

change

John Rivera and Kathy Dixon
will be notified a plumber is
coming to your house

add more remove all

CONFIRM

Their selected contacts are displayed

9:41 AM 100% .

Handal

Hr\\a r\lﬁ\v:n v oy o AIF\A'\’)'n

Estimate may vary depending
on other factors. You may cancel
your booking if new cost is higher

than estimate.

You will only be charged
on completion of the job

OK

Do you wish to notify someone?

Add contacts

CONFIRM

The "?" button brings a popup to show
info and disclaimer



Wireframe vi1

@ooo Sketch & 9:41 AM 100% Sketch & 9:41 AM 100% . ® Sketch = 9:41 AM 100% .. Sketch = 9:41 AM 100% ..
< Back Handal = { Back Handal - < Back Handal = Back Handal —
. Paul Lumber
oo PFaulLu e ‘O Paul Lumber ‘O Paul Lumber ‘O Paul Lumber
will arrive in ~— has now completed ¢ has now completed ¢ has now completed
‘I 5 m | n utes the service and left the service and left the service and left
‘ Call ’ ‘ Message ’
' Please rate Please rate Please rate
i © ' @ O 0 O ¢ ). 0. 0.0 .08
Gardens @c’\
a Paul Lumber & Leave a review Leave a review Leave a review
vo;‘g‘ TR 9 Moscon?Ccntcr
Q o g:1'i~l.:1::.rt‘;r\,1u-.m.m
Moscone West | FINISH FINISH FINISH
&
v, QO\‘,
&) "’J;
‘b")\ Avis ”/
On confirmation, the tracking screen is On completion, the rating and review If the user doesn't rate, the rating Once rating is provided, the user can
screen is shown automatically section is highlighted and shakes in tap finish to complete the user journey
disapproval

displayed, showing a timer and the
plumber’s location on the map



Wireframe v1 Usability Testing

Main insights

v Really easy to use

v Map provides a good fee

was It last done

» \Want to see more info on

a bigger photo

INng knowing the

plumber is on his way and where he is
» "When" on the first screen was confusing

» What does ‘fully vetted' means and when

» ‘Locate me' button not visible

plumber including

» Notify feature was not used as intended



0‘ Sketch & 9:41 AM 100% .-

WHAT DO YOU
NEED HELP
WITH?

. Search for service

or Browse Categories

First screen shows only the search
for a service via predictive search

eketch T 9:41 AM 100% .

Handal

WHAT DO YOU
NEED HELP
WITH?

“ Toilet Leaks (Plumbing) ©

or Browse Categories

NEXT

Only when a category is selected does
the Next button appear

Wireframe v2 lteration

ketch & 9:41 AM 100% .
Back Handal

WHEN DO YOU
NEED HELP?

or Choose another time

Next is selecting the time, with
'Right Now' really prominent. Tapping
Right now goes automatically to the
next screen

ketch & 9:41 AM 100% .
Back Handal

WHERE DO YOU
NEED HELP?

or Enter Address Manually

The third screen is to find where the
user wants the service. ‘Locate me’
button is now prominent. Tapping this
displays the address for confirmation



Wireframe v2 lteration

® Sketch ¥ 9:41 AM 100% . Sketch = 9:41 AM 100% ..
Back Handal 3

Select your guaranteed

WHERE DO YOU fully vetted handyman
N EED H ELP? Sort by Availability Vv

45 Williams Street,
Frankston 3199

ck Handal

Paul Lumber Reviews

Paul is friggin’ awesome.

Fixed my hot shower in no time.
Sarah

Daniels

Paul Lumber
O Paul Lumber *okkkok Reviews
Q %k Kk (49) Reviews Hey I'm Paul and | specialise in toilets.

Anything to do with toilets, I'm your man!

Paul came to fix a burst pipe at

Does he not sleep?

or Enter Another Address Estimated Cost:

Profile : b
. $80 - $105 1; M ‘| ‘h :20..16 I’'ve never seen anyone care about
arc

a toilet so much!
Henry
Barnes

Provide

Available Now oervices Frovided
Plumbing, Piping, Gas fitting

[ SELECT

He was ok. Fixed the toilet but
then he had to use it. He was in

49

NEXT

Tiffany

Wong there a long time.

Game of Th‘ronés,‘ Sbccer, Yoga
O Terry Oilet .
' Yk Kk (55) Reviews

Estimated Cost:

Profile $75 —$95

Screen shows address for
confirmation Available in 1hr

[ SELECT

Plumber profile appears on popup to
show various info including bigger photo Reviews screen hasn't been changed
and the last background check date

List screen now has a link to show the
long awaited profile section



Wireframe v2 lteration

100% .

® Sketch = 9:41 AM 100% - ® Sketch & 9:41 AM 100% - 70 Sketch & 9:41 AM % 42% W ® Sketch = 9:41 AM
1 1 SUr i Xy
ack Handal = Back Handal — N O Back Handal —

. Paul Lumber

)

— & &5
We = |

. Paul Lumber

£ has now completed

Hey Chris, you've chosen
will arrlve N Paul Lumber has now
1 5 t completed his job and left A f
1) the service and left
4 O \ Paul Lumber I n u e S - You will now be charged D
O | Estimated Cost: NC $90 -enter
\ N =/ $80—-%105 () ’ Call ‘ ‘ Message ] '
change . R Please rate his work. Please rate
m, .‘,Y' 0
.0 . oK 1. 0.0.0.0.¢
Garden:ll 4
At the following address: 2% - 'ﬂi‘ D
45 Williams Street, Targ Paul Lumber &3 ﬁ d .
Frankston 3199 Health _ | e Leave a review
7,4& u TR v MOSCOSCC‘H!C‘!

CONFIRM & BOOK

Notify feature has been shelved for
now until the next phase with
different scenarios to test as users
were not using it for security reasons

@ Children's
Creativity Museum

Moscone West

\ -
b‘o Avis

©

On confirmation, the screen updates
to show the timer and map tracking of

the plumber

FaceTime Podcasts

Compass Caculator

<
*)
‘<°\‘,
2, M

Example of notification message that
the plumber has finished the job

https.//invis.io/6P7REY4TY

FINISH

Rating system hasn't changed from
iteration v1


https://invis.io/6P7REY4TY

What's Next

Further testing Additional features
- More testing is required for iteration v2 to - During usability testing, a few requests for
validate findings. additional features came up such as adding
- Testing of other pain points such as payment a handyman to favourites
convenience » There's scope to keep adding features after
- Need to start preparing to test the other side of thoroughly testing different scenarios
the coin - The handyman - Why stop at handyman? Let's test out other

kinds of services too.






