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Competitor Analysis

The purpose of a competitor analysis is to 
understand The Center Orlando’s competitors’ 
strengths and weaknesses in comparison to theirs 
and to find a gap in the market.
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Competitor Analysis - Highlights

● Many of the other LGBTQ+ non-profits are more focused on 
specific areas of assistance such as chamber or commerce, health 
services, LGBTQ+ legislation & legal rights, lobbying, and youth & 
seniors.

● The Center’s mission and services are more broad covering 
everything from health services, food aid, youth programming, 
fundraising, and career assistance

● All of these organizations co-exist in the Orlando LGBTQ+ 
community often partnering for large events & outreach efforts such 
as the “Free to Say Gay” initiative.
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Analysis
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Heuristic Evaluation of the Website

● Broken links
● External links
● No clear hierarchy of 

information
● Crowded pages with too much 

information
● Poor website structure

● No uniform design
● Lack of web compliance
● Linking to Outlook email
● Broken widgets
● Lack of responsiveness
● Donate button not 

prominently featured

Problems with information architecture
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Interview & Survey Data
We are hoping to evaluate the user experience on the current The Center website in order to 
gain insights for our redesign of the site.

Interview - tasks for usability test
1. Find a recovery group meeting
2. Research the The Center’s board of directors particularly the bio of the Treasurer then 

submit and online cash donation.
3. Find out the Pride Food Pantrys hours of operation

● Completion rate: About 50%
● Many broken links, links to blank pages, links to external pages or links to individual’s email 

addresses.
● Mental health services information was hard to find. It was embedded in The Resource 

Guide – a multiple page iframed Word document.
● Shopping cart for online donations was hard to find & user(s) couldn’t complete a donation.
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Affinity Diagram
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Survey Results
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Survey Results (continued)
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Survey Results (continued)
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Community

Erik is in financial distress 
needs to find information 
on available assistance 
through the LGBTQ+ 
community since he is 
seeking support to help him 
through a difficult time in 
his life, due to lack of 
family support, and having 
recently moved to Orlando.

User 
Insight

Problem Statement
The Center Orlando is designed to promote and empower the LGBT 
Community and its allies through information, education, advocacy 
and support. We have observed that The Center's website is poorly 
functioning, due to insufficient information architecture and 
multiple broken links, which is causing people in the LGBTQ+ 
community who need help to not get the assistance needed.

Hypothesis
We believe identifying user needs and frustrations through our 
research will support people to get the help they need. By 
incorporating research analysis with UX design principles and 
knowledge of The Center, we will ultimately create a cohesive 
user interface.



Importance Positive impact

Empathy Map

Erik Schneider has recently 
moved to Orlando and is 
struggling to make ends meet. 

He hopes to find a supportive 
area where he feels more 
within the community and 
understands him.
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User Journey Map
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Ideation



We spend a lot of time 
designing the bridge, but 
not enough time thinking 
about the people who are 
crossing it.”
-Dr. Prabhjot Singh, Director of Systems Design 
at The Earth Institute



I like… I wish… What if…
a clean header

readable text

logical navigation

Consistent 
formatting

Appealing visual 
elements

to know about the 
organization

A colorful  
interface

a smaller header

a modern website

consistent typography 
and images.

A minimal homepage

A prominent search bar

A better brand 
integration

A mobile navigation 
with more features

Better site hierarchy

emergency mental health 
assistance was offered 
online

there was community chat 
on the site

there was live chat for 
support

there was a merchandise 
store

there was a lobbying 
presence on the site

there was a sparkly 
mouseover effect
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Gains

Pains

Customer 
jobs

Pain 
relievers

Services

Gain 
creators

Value Proposition Canvas

Cannot 
complete 

tasks due to 
poor IA and UI 

Design

Can access 
multiple 

resources in 
one place

Not sure if 
eligible to use 

resources
Make the site easy 
to understand and 
provide feedback.

Have better 
information 
architecture 
to make the 
site usable.

Comprehensive 
Health Services 
and Counseling

Ways to get 
involved-
events, 

volunteering, 
donating

Can schedule 
right from the 

site
Can find 

location, date 
and times for 

support 
groups in one 

place

Complete 
tasks 

essential to 
using the 
resources

Plan on how 
to interact 
with the 
center-
appointment
Volunteering

Events

Good 
reputation-

Positive 
reviews/ 

testimonials

Value Map Customer Profile

MARKET
FIT

Connect with 
people who 
understand 

Established 
with a long 

history

Many 
services in 
one place

Erik, 24, Pronouns: He/They, Lower Middle Class



The Center Orlando empowers the LGBTQ+ community by serving as the nexus, 
connecting marginalized individuals to a broad spectrum of services, support groups, 
professional assistance and resources that improve each individual’s overall wellbeing 
and life journey. 

Because of the breadth and scope of The Center’s offerings, the website needs to be 
well-organized and intuitive to navigate so that community members are able to get to 
the specific services and support that each needs.  



Card sort



Inclusive

Design & 
Prototyping



Friendly Experiences

Site Map
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Iterations. Mid-fidelity prototype
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Iterations. Mid-fidelity prototype
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Testing



Awareness LGBTQ+

Testing

Testing was conducted on the 
design’s functionality and interface.

Key Feedback
● Increase line spacing
● Add Donate button
● Add testimonials
● Good use of white space
● Too much gray
● Add captions to logos for better 

accessibility



Friendly Experiences

Prototype 
Demonstration
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Next Steps

● More focus on information architecture
● Further testing (A & B) and incorporating 

feedback 
● Continue to incorporate inclusivity and 

community themes into the design
● Test and iterate and build out more 

robust features

Thank you!
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Links
User Research & Definition: https://drive.google.com/drive/folders/1xVBpDUYjF6huZM5bZYwChifNsKk5ifl9?usp=sharing

Ideation: https://drive.google.com/drive/folders/1jGIojPZc22-5RFOw86UBj4shv3yXDKNE?usp=sharing

Mid-Fidelity Desktop Prototype: https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-
Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=46%3A2&show-proto-sidebar=1

High-Fidelity Desktop Prototype: https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-
Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=387%3A33507&show-proto-sidebar=1

High-FIdelity Mobile Prototype: https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-
Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=446%3A36254&show-proto-sidebar=1

https://drive.google.com/drive/folders/1xVBpDUYjF6huZM5bZYwChifNsKk5ifl9?usp=sharing
https://drive.google.com/drive/folders/1jGIojPZc22-5RFOw86UBj4shv3yXDKNE?usp=sharing
https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=46%3A2&show-proto-sidebar=1
https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=46%3A2&show-proto-sidebar=1
https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=387%3A33507&show-proto-sidebar=1
https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=387%3A33507&show-proto-sidebar=1
https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=446%3A36254&show-proto-sidebar=1
https://www.figma.com/proto/jy45PijpjDpphLpPqWy2Dl/Non-Profit-Re-Design-The-Center-Orlando?node-id=0%3A1&scaling=min-zoom&starting-point-node-id=446%3A36254&show-proto-sidebar=1

