
PROJECT SUMMARY

The Other Side Builders is an on-the-job general contractor 

training program that helps former felons and substance-abusers 

live successful and productive lives, and they needed a website to 

promote their home improvement services and allow homeowners 

to request a project estimate. 

MY ROLES

UX Discovery | UX Strategy | UX/UI Designer | WordPress Site Creation

Worked with input and feedback from client.

Designing a website for a life-
changing on-the-job general 
contractor training program

CLIENT: The Other Side Academy



The Other Side Academy (TOSA) needed a CMS-based website their staff could easily update for The Other 

Side Builders (TOSB), to tell the story of their recovery program and allow homeowners to explore TOSB’s 

home improvement services and request a project estimate. 

Outcome

I designed and built The Other Side Builders a 

complete WordPress website they can update 

themselves for a savings of $16,822, allowing them 

to fund their mission to house, feed, clothe, and 

train people changing their lives through the addiction 

recovery program.
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THE CHALLENGE AND OUTCOME



My process took me from research through to the launch of the website, where I was the sole 

researcher and designer, working collaboratively with input and feedback from the client.

Research

Design Process

User Testing

Build Website

LaunchInformation Architecture

Understand the User

Stakeholder interviews, 

competitive analysis, and 

user questionnaire.

Developed user persona and 

mapped journey through site.

Progressive-fidelity wireframes 

and clickable prototype. 

Design changes based on 

usability test results.

Created content for website in 

WordPress. Incorporated formatted 

images, text, and device breakpoints 

for responsive design across device 

screens.

Site launched May 2021. 

Handed-off site to client 

and  provide video 

training on making site 

content updates.

Developed a site map based 

on site content plan provided 

by the client.

Prototype used to discover any 

usability issues. A/B preference 

test to compare designs.
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THE PROCESS



To get a better idea about general contractors and their websites in Salt Lake City, I conducted a competitive 

analysis of 3 Salt Lake City general contractor websites. These offered insight into the market as well as points 

of similarity and differentiation in thinking about the design for The Other Side Builders website.

Key Insights from Competitive Analysis:

• Contractors highlight licenses and credentials.

• Display customer reviews and any awards.

• Project galleries display examples of complete projects.

• Easy to request free project estimates.

Key Takeaways for TOSB Website:

• The Other Side Builders website will need to 

match competitors in providing:

• Licenses

• Credentials

• Project Examples

• Customer Reviews

• Ease in requesting estimates

• TOSB  can leverage their unique story as an on-

the-job training program for recovering addicts.
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RESEARCH



Given that the client did not have a budget for user research, I developed an unmoderated online qualitative 

research questionnaire, and the client recruited 12 homeowner respondents, to gather homeowner data 

without relying on time-consuming and expensive moderated interviews. 

If you are looking to hire a general 
contractor to do work on your house, 
what is most important to you?

What information do you look for on 
a general contractor's website?

What do you find frustrating about 
the process of finding a general 
contractor?

12

Homeowners 
responded to 
the online 
questionnaire.
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DETAILS about the contractor, services offered, and 

projects completed are important to homeowners.

The contractor website needs to make it EASY for users 

to find helpful information quickly, because the biggest 

frustration is that it is DIFFICULT for homeowners to 

research contractors.

Top things homeowners look for:

• Positive Reviews

• Licenses/Credentials

• Skills and Experience

• Details on Services

• Gallery of Projects

What Homeowners Said
“I like to see 

positive reviews 
and professional 

credentials.”

“Contractor should 
show evidence of 

quality work.”

“I want to know 
what services 
they provide.”

Jay Lawlor UX/UI Portfolio
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From the research results, I created the persona of Elizabeth to help me empathize with the 

needs and frustrations of the typical homeowner looking to hire a general contractor.

Elizabeth, Age 65 

Nonprofit Executive Director

Salt Lake City, UT 

Married, 3 Kids, 2 Grandkids

Behaviors & Attitudes

• Looks for quality work, so the contractor should 

have examples of past projects with photos and 

client testimonials about the work done.

Needs & Goals

• Needs to hire a contractor to remodel her kitchen.

Frustrations

• The time it takes to research contractors.

“I’m looking for quality 
work with examples of 
completed projects”
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Elizabeth’s user flow helped me visualize how she would use the website to learn about The Other Side Builders, 

their kitchen projects, and request an estimate for her home improvement project, leading to a user-centered design.

Visits Homepage. Learns TOSB is a 
life-transforming 

on-the-job 
training program.

Sees that TOSB do 
kitchen remodels.

Looks at images of 
completed kitchen 
remodel projects.

Navigates to 
About Us page.

Navigates to Our 
Services page

Navigates to the 
Project Gallery.

Navigates to 
Customer 

Testimonials.

Reads customer 
testimonials.

Navigates to 
Contact Us.

Fills out form to 
request a quote.

Receives notification 
her request for a quote 

has been received.

8
8



6.1

SITE MAP
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A site map identified the structure of the website so I could focus on the pages I would need to design. 

1.0

2.0 3.0 4.0 5.0 6.0

Estimate 
Form

6.01



I transformed Elizabeth’s user flow into low-fidelity sketches to get my creativity flowing with a focus 

on how the pages will help her learn about kitchen projects and request an estimate.

Home About Us

Elizabeth gets a quick glimpse of website 

content and navigates to About Us page.

Elizabeth learns about TOSB as general 

contractors and their unique story.

Our Services

Elizabeth visits the Our Services page 

and learns TOSB do kitchen projects.
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DESIGN: WIREFRAMES



Project Gallery Customer Testimonials Contact Us

Elizabeth views images of completed 

kitchen projects.

Elizabeth reads customer testimonials 

from past clients.

Elizabeth fills out a brief form and 

submits it to request an estimate for 

her kitchen project.

DESIGN: WIREFRAMES
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Moving into digital tools, my mid-fidelity wireframes focused on layout and thinking about elements needed so 

Elizabeth can quickly gather information about TOSB, kitchen projects, and request an estimate.

Elizabeth can scan an 

image gallery of projects 

and click on kitchen 

projects to view more 

kitchen images.
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DESIGN: WIREFRAMES



Get a Free Estimate CTA button lets Elizabeth 

quickly access the project estimate form.

Get a FREE Estimate
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DESIGN: WIREFRAMES



Elizabeth can fill 

out a contact form 

to request an 

estimate for her 

kitchen project.
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DESIGN: WIREFRAMES



I wanted to test the usability of the site with actual users before settling on a design to present to the client, so I 

conducted an unmoderated online usability test using a clickable prototype with 5 homeowners. While  the 

test affirmed the site’s navigation structure, it prompted a change in page layouts and the contact form.

Users commented the “Get a 

Free Estimate” and sample 

customer reviews were 

distracting being in-line with 

other main content on page

Issue 1

Rather than a regular contact 

form, users suggested it would be 

helpful to offer projects they can 

select from to minimize what they 

need to include in the message 

field.

Issue 3

There were also some comments 

about the gallery layout, while 

informative, seemed “boxy.” 

Issue 2
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USER TESTING



I revised the design and then conducted an A/B preference test with 10 users to see how the design changes 

were received, with 90% of users selecting the revised design to provide confidence I had a good solution.

Original: Page A (Selected by 10% of users) Revised: Page B (Selected by 90% of users)
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USER TESTING



Original: Form A (Selected by 20% of users) Revised: Form B (Selected by 80% of users)

The A/B preference test for the contact form resulted in 80% of users preferring the revised design.

USER TESTING
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A scrollable 
homepage 
offers an 
overview of 
site content, 
e.g. About 
The Other 
Side Builders

VISUAL DESIGN
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Navigation and footer bars provide Elizabeth important information from every page.

The footer bar on every page brands the site with TOSB logo, basic contact information, 

and quick access to the contact form with the CTA Get Free Estimate button.

The navigation menu informs Elizabeth where she is on the site by changing the text 

from blue to red.
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A scrollable About Us page informs Elizabeth about TOSB as general 

contractors and their unique story as a training school of The Other 

Side Academy addiction recovery program.
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Our Services offers Elizabeth a comprehensive list of home 

improvement services The Other Side Builders provide.
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On the Project Gallery page, hovering over an image gives Elizabeth 

the option to click the picture for a larger view of a kitchen project.
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The Customer Testimonials presents Elizabeth 

with reviews from satisfied TOSB clients.

Elizabeth gets a representative 

summary of a client quote and 

is just a button click away from 

reading the full review.
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The Contact Us page lets Elizabeth quickly provide 

information to request an estimate for her kitchen project.
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A responsive design means Elizabeth can view the website appropriately formatted across her devices.
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RESPONSIVE DESIGN



The primary logo colors of Malibu (pale blue) and 

Chilean Fire (burnt red) were provided with The Other 

Side Builders logo.  I chose a complimentary Allports 

blue for information card backgrounds and primary 

navigation text as it provided a better contrast with 

white in keeping with WebAIM accessibility guidelines.

Blue is used throughout the site as it evokes 

trustworthiness and is inviting.

Color Palette

Open Sans

Open Sans is a modern and 

humanist typeface that is highly legible 

on screen and at small sizes. It is the 

2nd most served font on Google Fonts.

Typography

Logo provided by client.
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STYLE GUIDE



User testing revealed some issues with 

the layout of content on the pages, 

which led to an improved design. 

While originally going for a toolbox-like 

gallery layout, usability testing caused 

me to re-think the design/layout 

choice and go in a different direction.

This project provided the client with a complete 

WordPress website they can update themselves, 

allowing them to fund their mission to house, feed, 

clothe, and train people changing their lives through the 

addiction recovery program.
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Jay is the BEST to work with! Skilled, 

professional, and a great communicator. 

He put together a beautiful, functional 

website in much less time than I 

expected. He went above and beyond for 

us, and we are so grateful for his expert 

help and support.

- Lindsey N., The Other Side Academy
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OUTCOMES & TAKEAWAYS

Site launched and 

handed-off to 

client May 2021.
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