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The product: 
The Reverie Community Theatre volunteer portal is an 

app and responsive website designed to connect 

volunteers to opportunities at the local community 

theatre.

Project overview

Project duration:
August – September 2022



The problem: 
Reverie Community Theatre has been 

struggling to recruit and engage volunteers. 

Volunteers are at the heart of community 

theatre programming so the theatre is looking 

for ways to improve their volunteer base.

Project overview

The goal: 
Develop an app and responsive website that 

connects volunteers to opportunities at the 

theatre and helps the theatre manage and 

promote an engaging, inclusive, and rewarding 

volunteer experience.



My role: 
Lead UX Researcher & Designer

Project overview

Responsibilities: 
User Research

Wireframing

Mock-Ups

Prototyping

Usability Testing



Understanding
the user

● User research

● Personas

● Problem statements

● Competitive audit

● Ideation



User research: summary

I conducted most of my user research via formal and informal discussions with volunteers and 
theatre personnel. I have a strong connection with the theatre community in my local town, so I 

was able to have many conversations that led to defining the general sentiment around the current 
state of our theatre’s volunteer programming overall. Research was conducted over various face to 
face interactions both one on one and in small groups. User ages ranged from mid 20s to mid 70s 

and spanned both volunteers and staff.



Persona 1: Ezra Elliott

Problem statement:
Ezra is a college student, 

majoring in theatre, who needs 

a way to easily find volunteer 

activities at the local community 

theatre that fit his busy 

schedule because he needs to 

build his resume, work on his 

craft, and network with other 

actors in the area.



Persona 2: Imogen Isaacs

Problem statement:
Imogen is a community theatre 

director who needs a better 

way to recruit and engage 

volunteers because she wants 

to build a more inclusive, 

engaging, and rewarding 

volunteer experience to 

maintain a strong volunteer 

base for theatre programming.



Competitive audit

I conducted a competitive audit of 

various local and regional community 

theatres both in and out of the area. 

My main focus was finding how other 

theatres recruited and promoted 

their volunteer opportunities. I found 

that even smaller theatres did a good 

job of advertising general volunteer 

expectations, but did not make it 

clear which volunteers they were in 

need of at any given time.



Ideation

Ideation for this project focused on 

the goal to bring greater awareness 

of volunteer opportunities to the 

community. I used the Crazy Eights 

ideation exercise along with paper 

wireframes to begin brainstorming 

solutions for both the volunteer 

and theatre director personas.

Image of 
ideation 
exercise



● Digital wireframes

● Low-fidelity prototype

● Usability studies

Starting
the design

 



Digital wireframes Digital wireframes – mobile app 

The mobile app is intended to be 

used on the go, mostly by the 

volunteer persona. I focused 

wireframes on the main user flow 

of finding and signing up for new 

volunteer opportunities with the 

theatre.

Since there are so many 
different types of community 
theatre volunteering, it was 
important for users to get an 
understanding of general 
responsibilities without 
looking at a specific volunteer 
opportunity posting

Each opportunity 
gives a clear signal 
that sign-up is 
needed to continue 
the process



Low-fidelity prototype

The initial main user flow for this prototype 

includes searching for, viewing, and signing 

up for a volunteer opportunity. Secondary 

flows included checking achievements and 

incentive rewards. Since there was 

confusion in usability testing on the sign-up 

flow and rewards/achievements, I focused 

efforts on cleaning up these flows in the 

low-fidelity phase before moving forward. 

Low-fidelity prototype link V1

Low-fidelity prototype link V2

V1

V2

https://www.figma.com/proto/4FDB4NGxgC6yMZowS2nxcp/Reverie-Community-Theatre-Volunteering?node-id=1%3A2&scaling=scale-down&page-id=0%3A1&starting-point-node-id=1%3A2&show-proto-sidebar=1
https://www.figma.com/proto/4FDB4NGxgC6yMZowS2nxcp/Reverie-Community-Theatre-Volunteering?node-id=12%3A798&scaling=scale-down&page-id=0%3A1&starting-point-node-id=12%3A798&show-proto-sidebar=1


Usability study: parameters

Study type:
Moderated usability study

Location:
Remote

Participants:
5 participants

Length:
15 minutes



Usability study: findings

All users responded very positively to the overall concept of the app and were excited about the 
possibilities it introduced, but had some basic user flow concerns that needed to be addressed.

The majority of participants 
found that the volunteer 

sign-up process felt clunky 
and needed to be 

streamlined.

Sign-Up Process Not 

Intuitive

Need More Role 

Information

Rewards & 

Achievements Confusion

Some participants wanted to 
see generalized information 
about volunteer roles, not 
just specific opportunity 

details.

Though all participants liked 
the idea of having some sort 

of reward system, they 
found it confusing and 

thought it lacked clarity.

1 2 3



● Mockups

● High-fidelity prototype

● Accessibility

Refining
the design



Mockups

I focused my high-fidelity mockups 

on cleaning up the main user flow 

(volunteer sign-up process). I 

wanted to create a clean and 

consistent way to easily browse and 

progressively discover details about 

an opportunity in a more intuitive 

way.

Mockup 1 
before 

Mockup 1 
after

Before usability study After usability study



Mockups

The secondary user flow of earning 

rewards and achievements was 

another big point of confusion in 

low-fidelity usability studies. 

Cleaning up this process with the 

“points” system helped bring clarity 

to the possibilities of volunteer 

incentives.

Mockup 2 
before 

Mockup 2 
after

Before usability study After usability study



Mockups

Main 
mockup 

screen for 
display

Main 
mockup 

screen for 
display

Main 
mockup 

screen for 
display

Main 
mockup 

screen for 
display



High-fidelity
prototype

The high-fidelity prototype focused 

on the main and secondary user 

flows. Based on user feedback, I 

introduced a modal-based sign-up 

and rewards claim system which 

made these flows more intuitive 

and streamlined.

Link to high-fidelity prototype

Screenshot of 
prototype with 
connections or 
prototype GIF

https://www.figma.com/proto/4FDB4NGxgC6yMZowS2nxcp/Reverie-Community-Theatre-Volunteering?node-id=84%3A655&scaling=scale-down&page-id=84%3A654&starting-point-node-id=84%3A655


Accessibility considerations

Header, sub-header, and 
body text sizes 

differentiated for ease of 
use with screen readers.

Color palette chosen with 
high contrast ratios.

Clickable elements such 
as icons and volunteer 
opportunity cards large 
enough to be optimized 

for touch screen.

1 2 3



● Information architecture

● Responsive designResponsive Design



Sitemap

Moving this project from a mobile 

app to a responsive website 

introduced the need to focus more 

on the theatre director persona – 

users who need to manage the 

volunteer program. Though the 

sitemap matched much of the 

mobile app’s functionality, I added 

a new section to manage volunteer 

opportunities for these user types.

Home

Volunteer

Sign Up

Confirmation

Training About Manage

Dashboard

Manage 
Opportunities

Manage 
Volunteers

Manage Training

Profile



Responsive designs

My goal with developing a 

responsive website to complement 

the mobile app was to add detail 

and context (such as training for 

volunteer opportunities) and focus 

efforts on building more for the 

theatre director persona.



● Takeaways

● Next stepsGoing forward



Takeaways

Impact: 
During the course of this project, I had the 

opportunity to sit into some future vision master 

planning sessions with a real local community 

theatre, similar to the fictional one from this 

project. In those sessions, one of the biggest 

challenges brought forward to address was the 

need to develop ways to engage and recruit 

volunteers and manage quality volunteer 

programming. This type of project could be a game 

changer with real world application. 

What I learned:
This project was the culmination of everything I have 

learned so far both on the job as a Product Manager and 

during the Google UX Design certification course through 

Coursera. Putting together all the pieces between 

user-focused research, app design, and responsive web 

design was a challenging and rewarding experience. I 

learned that good design takes empathy, critical 

thinking, being open to new ideas, and a solid 

foundation in design elements to bring everything 

together.



Next steps

Present design concepts 
to the board and staff at 

Reverie Community 
Theatre with suggested 

next steps to implement. 
Use feedback from 

theatre staff to further 
iterate designs for this 

persona.

Partner with a web 
developer to build and 

publish the app and 
responsive website, 
including any future 
iterations based on 

feedback and analytics.

Work with theatre staff to 
strategize a plan to 

promote and implement 
the new volunteer portal 

process including training, 
marketing, and ongoing 
improvements to grow 

their users and volunteer 
base.

1 2 3



Let’s connect!

Thank you for reviewing my case study for the Reverie Community Theatre volunteer portal app 
and responsive website! 

If you’d like to see more of my work or chat about my experiences on product teams, please 
contact me at:

Email: kelsey.thomas@gmail.com 
Website: 

mailto:kelsey.thomas@gmail.com

