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Project Overview
Create a brand and a website to promote a doggy daycare with a neighborhood feel.

About the Business
The business is a dog daycare facility that would be very similar to an in-home childcare business. This gives it a more personal feel. 
It’s smaller, so staff can be more involved with the care of the animals. It would be in the home, which allows the dogs to have more 
outdoor activity time, which dogs don’t always get in a larger dog care facility. Since the vision is to have each daycare located within a 
neighborhood, it’s also more familiar feeling for the animals and gives them a sense of comfort.

Business Goals
The goal is to build the business with a small, local feel, where the dogs can get a little bit more attention and special care than with 
a dog walker who might just be in and out, for a reasonable price. The business owners want to be conveniently located to provide 
easily accessible dog care to clientele in the area. Bark Place wants to provide superior service through increased human contact, 
communication, and outdoor play space. Bark Place also plan to provide basic grooming services, meet the needs of animals who need 
medications or treatments, and any other special requests by the client. A secondary business goal is to expand by franchising down the 
road. Bark Place would want to generate at least 50 new leads each month, as a low percentage of those leads will actually register and 
start using the daycare service. A goal of 100 locations start in the first year, with a maximum of 10 dogs per location daily has been set. To 
ensure that openings stay booked, Bark Place would like each location to sign up 5 new clients per month.

Success Metrics
Does it look good? Looks matter, and Bark Place wants to stand out in the marketplace. This is one thing that denotes success to the 
stakeholder. Also, how easy is it to use? That also will determine how successful this project is for her. Tracking data to show who is visiting 
the site, how long visitors are staying, where are visitors dropping off of the site, are visitors filling out a form, etc. will help to determine if the 
good looks and the easy-to-use factor have been successful. The quality of the leads will be more important than quantity since Bark Place 
can only take a fixed number of dogs in. Some additional quantitative measurements of success: inquiry forms submitted, phone and e-mail 
inquiries submitted to the business, social media shares, and how many unique vs. repeat users are visiting the site.

Customer (User) Profile
The demographic that Bark Place would be targeting most heavily would be female, age 25-55, who work full-time, travel, or lead busy 
lives and want to make sure their furry friend is taken care of during the day. Probably looking for or potential clients who are homeowners 
with families, most likely with some expendable income. Potential clients likely already shop in higher-end boutique for dog accessories and 
other items and spend a little bit more on their pets.
A secondary client base/customer profile would be people interested in franchising a business. These people would likely be female also, 
stay-at-home moms or others who work part-time and are interested in supplementing their income. They would likely have a home or 
some type of property with a yard.

Context within Larger Marketing Plan
» Larger marketing plan consists of the following:
» Logos/signs in yards and windows of franchises
» Search listings
» Social media, with a focus on Facebook ads as a start – with a possibility of adding Twitter, Pintrest, etc.
» All ads would drive traffic back to the website

» Website would need to have space available for special offers, seasonal promotions or hours, and other rotating content

Differentiation
» More personal
» Dogs in a home environment, close to home
» More out door space than bigger daycares
» Smaller play groups of dogs, with more activities
» More one-on-one attention
» Accredited daycare providers no matter which franchise you go to



Branding Concepts/Existing Materials
Brand is upscale, with a modern vibe- yet cozy and comfortable. I think of dark woods with light, playful colors. Gave the example of Marvel 
Bar, which is a very updated 60’s mod feel. Stakeholder wants the brand to feel cool, hip and fresh, but not stuffy and expensive. Nothing 
cartoon-y, wants people to know that their pet is serious to Bark Place.

Desirable Features/Functions
» Clean, user-friendly design not overwhelmed by content
» Responsive design ready for mobile, tablet, etc. use
» Informative pages that share information about a wide variety of subjects: care, hours, scheduling, franchising
» Forms that allow people to contact the business
» Blog capabilities
» Log in–clients each have their own log in to pay bills, track medications, get updates about their pets, leave comments, etc.
» Scheduling tool to make reservations for their pets online
» Image gallery for images of pets to share, possible video sharing capabilities

Additional Information
No extended marketing team will be helping with this project, so final product needs to be in a content management system easy enough 
for Bark Place employees to update content and make changes on their own. Launch would happen in phases, with need-to-have content 
first, then nice-to-have content being rolled out at a later date. Delivery of mocks would happen within the first month, and final rollout of 
phase one would happen within 3-4 month of the beginning of development.
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Metro Dogs Daycare & Boarding

www.metrodogsmn.com

Advantages

Metro Dogs features four doggie playrooms, so that the dogs can play with others of their own size and temperament. They also have 
convenient drop-off and pick-up times for customers who have busy schedules. Webcams and a phone app allow you to keep tabs on 
your furry friend while you’re out and about. Trained staff the can help with bath time, nail trimming, potty training for puppies, senior dog 
and maternity care, and other services.

Disadvantages

Metro Dogs is large, and even though they limit their client numbers it’s still larger and more corporate feeling than Bark Place.  Offering 
so many services also needs to be reflected in the pricing structure, so it’s not as accessible for clients working with lower budgets. They 
are also only located in Minneapolis, St. Louis Park, and Golden Valley so if you live in another suburb further south of the river, it’s not 
conveniently located enough to drive to frequently. They offer a lot of services for clients, but many of them require an extra fee, in addition 
to the regular daily/weekly/monthly charge.

Wagging Tails Pet Resort

www.waggingtailspetresort.com

Advantages

Offers daycare, boarding, grooming and other services. Large space for dogs to play and interact with each other. Webcams, photos and 
blog posts help clients keep up with their pets during the length of their stay. Lots of staff are able to give pets attention and keep them 
active all day. 

Disadvantages

The space is large and feels a little impersonal. Dogs are able to play and interact, but there doesn’t seem to be a lot of cozy space for 
relaxation or nap time. Since it’s a larger daycare, there are a lot of dogs per employee. Also, location could be an issue. It seems like there 
is only one, in Eagan, so if you live anywhere else in the metro area, it’s not very conveniently located. Pricing is pretty straight forward, 
however a lot of the services that are extra, which can add up quickly. Also, the website is a little confusing as far as layout. Social media 
links seem to be in odd places, some pages are content heavy and hard to read.

Camp Bow Wow

www.campbowwow.com

Advantages

Camp Bow Wow has multiple locations for convenience, large indoor and outdoor play areas, doggie swimming pools and they also 
administer medications for no additional fee. They feature webcams so you can see what your pup is up to during the day, and they offer 
special resting “cabins” for your doggie to take a rest in. They also offer limited in-home care for pets, including cats, birds, fish and other 
animals. They also offer behavior classes, franchise opportunities, and charitable giving. They also have a social media presence for those 
who want to connect via Facebook.

Disadvantages

The website is a little bit busy. There’s a lot of information, and it’s a little bit overwhelming. The location search tool isn’t the most intuitive 
that I’ve seen, and the forms feel a little bit outdated. There are pages that feel very text-heavy and in need of some great images for visual 
people. Also, they seem to have a lot of rules around feeding schedules, which the client has to attend to before dropping off their pets. It 
shows a great amount of outdoor space on the website, but nothing of the indoor spaces, so clients can’t really get an idea of what those 
look like. Hours vary by location, so you have to contact each individual Camp Bow Wow for specifics.



Four Paws Pet Resort

www.fourpawsinc.com

Advantages

Four Paws seems to have the most outdoor space for dogs. This is a big plus in the summer. Also, they have been in business for over ten 
years, so they have a good reputation. They have package pricing, with additional services available. Four Paws also offers extended hours 
if they’re required.

Disadvantages

The website seems basic, with no way to keep tabs on your pet via webcam, apps or blogs as with other businesses. The list of service 
“extras” is pretty lengthy, and includes some services which seem like they’re free of charge with other daycare providers. Extended hours 
also seem to be at an additional cost, which adds up pretty quickly on top of this daycare being priced the highest to begin with. Again, 
there seems to be only one location available, so it’s not convenient for a wide range of clients. Hours of operation start at 8am - 6pm, so if 
you start work early, there could be an issue with dropping off a pet in the morning.

Competitive Analysis Summary: Areas of Opportunity

I think that there’s a large opportunity for this business to succeed a few areas, and really set itself apart from the competition. One of 
those areas is location. This is a huge factor for new clients and one of the top search parameters that I’ve uncovered. If you don’t have a 
location convenient to many people in multiple areas, clients that might have otherwise used Bark Place for their dog care services will likely 
find another alternative, regardless of services offered and pricing. The fact that Bark Place is open to franchising and getting the business 
out there in places where customers need dog daycare is a major benefit. I think that the variety of location will also be a benefit. Since 
franchises will be smaller, more intimate and have an at-home feel, there’s a really possibility to have more than one per city without negative 
competition between the two locations.

Another factor is the website. I think that Bark Place can differentiate itself from competitors by having a really beautiful, functional site. By 
having professional images, clear, concise information, and interactive elements such as online scheduling, medication, diet and activity 
tracking, a chat or messenger component and live video Bark Place can really connect with potential and current clients and give them a 
great experience without a lot of hassle. Having a flexible price list would also attract potential customers with a variety of budget needs. 
Giving a really basic package price for just the necessities and then allowing for various optional extras helps give clients the ability to create 
a really custom experience for their pet based on their individual needs. No one is paying for services they don’t need that way. Having a 
personal page with log in for each client will also keep details private.

And finally, I think Bark Place could really connect with potential users and make their lives easier by offering a mobile app to supplement 
the business site. Not a lot of competitors seem to be offering text updates, mobile alerts, video feed, calendar reminders and other easy-
to-access information via mobile applications yet. I think it’s something extra that could really set Bark Place up as a high end daycare 
facility for the modern dog-lover.
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Interview with DauNae Schilling

DauNae is a 30-something year old Account Manager for GoKart. She lives and works in downtown Minneapolis, where she shares 
her completely matching and orderly apartment with her fur kid, Ike. Ike is an adorable little Terrier mix who is black and tan with a gray 
mustache. A-dor-a-ble. DauNae is an excellent conversationalist, loves to run-but only in the summer, and above all enjoys new experiences 
and trying new things. You can always count on her to know which new restaurants are opening. She’s also in the process of moving back 
to the suburbs with Ike. Ike is definately more excited about the yard.

What type of pet do you have? She has the most adorable, fuzzy-face little dog, Ike. He’s a Terrier mix. 

How many years have you had this pet? She has had him for about 11 months. They’re still in the honeymoon phase.

Do you ever use a doggie daycare or boarding service for your pet? Yes.

How often do you use one? DauNae used to bring Ike in to daycare at least once a week, however recently it’s been more like once a 
month. She ended up getting a dog walker, and because Ike is getting a little more acclimated to her house and routine, she felt like she 
didn’t need to bring him in as much anymore. It gets expensive. It’s also not as convenient since she’s been spending time in the suburbs, 
so she’s thinking she will look for something closer to home.

How did you decide to take your pet to a pet care facility? After D adopted Ike, he had some separation anxiety. She wanted to 
take him somewhere where he could get a little extra socialization and interaction with other animal friends during the day while she was at 
work. So, she looked into some doggie daycares that were close by her home and near her office location. She found the services online, 
after searching for dog daycares in her area. 

How did you go about finding the service? She did an internet search on Google. After she searched for businesses generally, she 
started narrowing them down by price, customer reviews, services provided, etc. They were all pretty comparable, but she eneded up 
narrowing them down to a few based on the times that they were open (where she could drop Ike off and pick him up) that worked best 
with her lifestyle and schedule.

What was most important to you during your search? As she stated above, she pretty much only had an idea of what she needed 
for the basics, like drop off/pick up times, price, etc. when she started looking into daycares. DauNae said she developed her list of wants 
and needs kind of in tandem with her search. As she found things she thought would be great, she added them to her list of wants for the 
next place. She wasn’t familiar with daycare services, so she basically learned what she wanted as she read about each business. Most 
are very similar. She said it was like looking for a salon, you want to make sure you’re getting all the basics for a fair price. All the little extras 
give it the personality.

What features were you looking for? Initially she wanted to be able to pick Ike up later in the evening without being charged a penalty 
fee for the extra time. That was one of the main things. Her work schedule determines her hours and D sometimes has to work later if 
there’s a project that needs to be done.

After searching for businesses, what did you do then? When she found a location she liked, DauNae filled out an inquiry form on 
the website to get some more information and schedule a visit. A daycare employee contacted her right away with specific details, and then 
she brought Ike in to see the place and fill out some additional forms. Online, she thinks she had to register some more details about Ike 
and herself, sign a service agreement, give approval for the providers to view Ike’s vet records and speak with Ike’s vet about his medical 
history to ensure the safety of all the dogs.

What was the experience like after you signed up? There was a trial day where DauNae brought Ike in to see how he did with the 
staff, the other dogs his size, and the whole experience. She wanted to make sure Ike would like it there. The staff then gave D feedback 
about his progress, and based on that she could decide to keep Ike there the rest of the day, or she could get a partial refund if it wasn’t 
working out well. Everything was great, so she just kept taking him. She then bought a monthly package so she could just bring Ike in 
whenever she wanted.



How would you book an appointment? On the site there’s a button for new customers or existing customers. If you’d been there 
before, D could just click that button and book Ike’s next appointment online. She thought it would be nice to have his own page or profile 
where she could have his information, or so that she could keep track of days left on her package instead of having to ask them each time. 

What’s the place like? DauNae says that sometimes the facility is not as nice as you would want it to be. There’s a small lobby, a front 
desk and a bookcase with treats for sale in the front, and a little waiting area. The staff was really friendly each time she visited. When you 
check your pet in, you drop off food with their name on it, and then they take your furry guy in back and you don’t really ever see where 
they end up. You don’t see the play rooms in person, but you can see them on the webcams. D thought it was interesting that she wasn’t 
offered a tour of the facility. 

What are the playrooms like? They’re really just a cement/concrete floor with playgrounds for dogs with places to run and jump. There’s 
a person in each room to keep watch and give some love, but mostly they play together. They are broken up by size. There’s a small 
outdoor area where the dogs take turns going to use. They also have quiet nap time in a separate room, with little kenneled off areas with 
beds and some toys. 

How do you feel about the space? It’s adequate. DauNae would like her dog to be outside playing more, but they’re having fun and 
learning to play with other dogs. She would ideally like him to be in a place that felt like home, with his own bed and his own toys and 
someone home with him, where he felt comfortable. That’s why she ultimately got a dog walker as well, so he could go outside and get 
attention in a place that was more familiar to him. She wanted him to be outside more and explore. She also wanted him close to home so 
that she could see him when she got done with work.

Is it important for you to check on your pet during the experience? Yes. When Ike was new he really had separation issues, so she 
got a lot of texts with updates telling her how he was doing. She also could view the webcams. She mostly called them to ask questions or 
check on Ike. She also feels like it’s important to treat all the dogs the same, even if they don’t come each day. Personal treatment seemed 
to be easier for dogs who came every day. 
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Interview with Sara Stremikis

Sara is an animal lover who volunteers her time at a local animal adoption agency taking picture perfect profile photography of furry friends 
awaiting their forever homes. When she’s not doing that, she enjoys cooking gluten, dairy and meat-free entrees inspired by Giada and 
the cooking channel at home wiht her husband, Brett. They have three pets: Clyde, who we will hear more about... and two cats, Ricardo 
and Sir Gentleman Ryland. Sara is an e-mail marketing wizard for Lifetouch Portrait Studios, working her magic on sending promotions, 
collecting valuable data, and helping those less fortunate with their coding knowledge. Sara is also ageless, as I work with her every day 
and feel that it’s inappropriate to ask her. But I’m fairly confident that she’s in her late 20’s.

What type of pet do you have? Sara has a Great Dane named Clyde. 

How many years have you had this pet? Three years, she adopted him from the humane society.

Do you ever use a doggie daycare or boarding service for your pet? Yes.

How often do you use one? Only when they are planning to go on vacation.

How did you decide to take your pet to a pet care facility? Good recommendations from others. Sara has thought about taking 
Clyde to doggie daycare during the week when she’s at work and can’t get home to let him out, but it’s expensive. And she worries about 
the quality of the care. If she could find a place that is really reasonable and convenient, she would love to have that as an option.

How did you go about finding the service? When researching a new daycare or boarding service for Clyde, she would start by asking 
for recommendations from people she knows. Then she would turn to the internet and browse online for dog care near her house. She 
would start by searching Google for results matching “Doggie Daycare, Burnsville MN”. Location is the main sorting factor when she’s going 
through pages of results, and she’d look up matches based on distance using Google Maps to pin-point their location. Or she would just 
start at the top and work her way down the list until she finds some options she’s interested in.

What was most important to you during your search? Good reviews are important, she wouldn’t go with a service that doesn’t 
sit well with other clients. She also is looking for good hours, which Sara defines as flexible and open for a good portion of the day for 
convenience. Clyde has urinary tract problems so he would need someone who knows how to care for a guy with special diet needs. A 
clean environment is also important.

What features were you looking for? Sara looks for a place that has really knowledgable staff, and really likes to complete transactions 
of all types online. She mentioned looking for availability and wanted something online where she could pick her dates, and pull up a list of 
what services were available for that time period. This would probably be some sort of a daily, weekly or monthly calendar, in her mind. She 
also would want to check on Clyde remotely so she knew he was going okay. Online pricing, large outdoor play areas and if he’s kenneled 
enough room for him to be comfortable is preferable. Sara would really like to find a place where he wouldn’t have to be kenneled at night 
at all, since he’s not at home.

What is your preferred method of pricing? Pricing is preferred when it’s a la carte. Sara wants details such as daily/weekly pricing, 
whether or not there’s different weekday vs. weekend rates, how much extra services cost, and interestingly she wanted to know if there 
would be extra incentives like stay for three days... get a free grooming, etc. She also waanted to see how all pieces add up for a total stay 
price. An online price calculator or shopping cart would be nice for an estimate.

How far in advance do you know you will need the services? A month in advance for reservations would be the maximum notice 
she would feel comfortable giving. For daycare services, she would be more willing to sign up if a dog care center had deals such as buy 5 
days, get one free. She would be more likely to take Clyde in just on a busy weekday if she felt like it was less expensive.

How would you expect to go about booking an appointment? Sara would love it if there were some type of online scheduler. 
She hates calling people. So, some sort of online check-in with printable confirmation would be great. If she had questions after booking 
regarding her stay, she would call the business. On the reservation form, she’d like space to ask about additional information or some type 
of form where she could give information about Clyde’s special needs. If she had a choice between a facility she had to call vs. one she 
could book online, she would rule out a location in favor of scheduling through the website.



What would rule a business out for you? If Sara hears bad reviews of a business from other pet parents, or if an animal was hurt 
there, she would not take Clyde there. If the company website seems out-of-date or doesn’t function properly – or looks like it hasn’t 
been updated recently, she would leave the page and move on to the next one. She feels like the business loses credibility if their site isn’t 
professional. If there isn’t a place to view Clyde during his stay, she would reconsider taking him there. She would want to be able to see 
what’s going on and be reassured that they don’t have anything to hide. She would also check BBB to see if a business has registered with 
them and what kinds of feedback they’re getting.

What is on your need-to-have list? She wants knowledgeable staff and she wants to read staff bios so she knows who is caring 
for Clyde and how they’re qualified. Staff members that have experience with special needs animals are also important to Sara. Clean 
environment. Friendly people. No reports of animal issues – a policy for aggressive dogs to be kept separate from the more timid animals 
is something she’d look for. Overall, she wants just a more personal feel, a small size daycare but still a range of furry friends for Clyde. Not 
dozens and dozens of animals. Human interaction and attention on a one on one basis with Clyde is great. 

What’s a nice-to-have? Chat functionality – Sara was talking about messaging with front desk staff on occasion to check up on Clyde if 
she wanted to as a way of keeping in touch. She also would like photos delivered to her via e-mail so she gets updates throughout the day. 

Is it important for you to check on your pet during the experience? Yes. Absolutely. Via chat, webcam, e-mail, text. 

How important to you is your web/mobile experience? Very! 9 out of 10. She would download a mobile app for the business if 
available. The app could provide a photo gallery of the day, she could log into her account and see what she owes or pay a bill online. She 
could check out Clyde’s pet profile on there to update any information or check records. She’d love webcam streaming to her phone.

How important is the business environment for you and what type of setting do you prefer? It’s pretty important that it’s clean 
but not sterile. Sara doesn’t want it to feel like the vet, but more like camp or someone’s home. A dog care facility needs to be comfortable 
and friendly. It would make her feel better about leaving Clyde there, and her Clyde would feel more comfortable being there than if it was a 
large, scary place.
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Interview with Stephanie Ward

Stephanie is a *25 year old Interactive Project Manager working at Idea Park in Minneapolis, MN. She lives with her husband Jay and their 
dog, Paddington in St. Paul. She is a super social person who loves to run, aspires to become a certified fitness professional some day, and 
constantly strives to make her life meaningful through helping others. She is my sister-in-law, is very Italian, and cannot cook a lasagne.

*at the request of my interviewee, all ages may be wishful thinking and not fact.

What type of pet do you have? Stephanie has one dog, who is an adorable shepherd mix named Paddington. 

How many years have you had this pet? They have had Paddington for six years, they adopted him when he was a baby.

Do you ever use a doggie daycare or boarding service for your pet? Yes, she has previously used a dog boarding service.

How often do you use one? She has used a boarding service twice so far.

How did you decide to take your pet to a pet care facility? They needed to board him due to the fact that they would be going out 
of town. She used referrals and Google to decide based on location.

How did you go about finding the service? As she said above, she did most of her research for dog boarding facilities online. She 
first did a search for local businesses in her immediate area, and then read the online reviews for each to narrow down her search. She 
then asked around to see if friends, coworkers or family had used or heard of the business, and if they had she wanted to know about their 
experiences. She mainly focused on her friends and family with dogs, specifically.

What was most important to you during your search? The biggest thing for Steph was seeing what others had to say about the 
business and whether or not she found them to be trustworthy. She really wanted it to be clean, and cleanliness of the facilities was a major 
priority for her to leave Paddington there. She also said that she was curious about facilities with a lot or special amenities, like flat screens 
and such.

What features were you looking for? She had no set expectations of features at the start of her search, but rather started to compare 
available features once she learned what businesses had to offer. Steph really wanted a nice location with lots of space for running and 
playing. Indoor and outdoor space was essential. She also wanted a good number of other dogs for Paddington to play with, but not so 
many that she felt like it would be crowded and he wouldn’t get enough human attention. She was basically looking for standard services, 
but liked some of the add-ons that she found and would pay for Paddington to have some of those as well.

What is your preferred method of pricing? Stephanie said that she preferred a base price for standard service and then an a la carte 
menu for extra services. She liked the idea of being able to customize your pet’s experience based on need, budget and length of stay. 
She said that she would likely spend more on extras such as grooming if he was staying for a longer period of time, and less if he’d only be 
away from home for a short time.

How far in advance do you know you will need the services? A month before the services are needed would be the optimal time to 
book. Any more notice required, and she felt like she wouldn’t know what her plans were for certain.

How would you expect to go about booking an appointment? Online booking preferred, but Steph said that she has called for 
appointment. Not being able to book via the website would not detour her from using a business she otherwise liked, but she would find it 
inconvenient. When she did book online, she felt like the booking went smoothly, and was very complete and informational. The form asked 
for lots of additional information such as vet history and special needs, and gave good instructions for drop-off, etc. Booking over the phone 
was less formal and less structured for her. It made her nervous as to how professional the business was and she was more hesitant when 
taking Paddington to this facility.



What would rule a business out for you? If a place isn’t clean and sanitary, she wouldn’t bring her dog. This is one of the reasons 
she likes to search online. She likes to look at photos of the facility to make sure that it’s nice before she invests too much time and energy 
researching. Price is another factor. She would call a business to get pricing information if it wasn’t on the website, but she would rule a 
facility out if the price wasn’t competitive, even if it had features that she wanted.

What is on your need-to-have list? Steph wants Paddington to have his own personal space, in an adequate size. It needs to be a 
clean environment, preferably with his own bed and some of the comforts of home. She wants a good number of dogs so he has some 
friends to play with during his stay. Indoor and outdoor space is required. She also expects him to be fed and watered on his regular 
schedule (once in the morning and once at night). Medication also needs to be administered if it would be required. 

What’s a nice-to-have? Steph mentioned that she would really want a camera active or some other way to check on Paddinton while 
she’s on her trip so that she has peace of mind that he’s okay.

Is it important for you to check on your pet during the experience? As she mentioned above, this is important to her. A webcam 
is nice, or an app where she could just check on him any time from anywhere. She seemed to really like the idea of checking in on him from 
her phone. She also wouldn’t mind being texted updates, pictures or other information about him while she’s gone. She liked the idea of a 
user login where she could go to communicate with caretakers and receive feedback about any concerns and get progress updates. She 
also said that she would definitely check out Facebook or Twitter for recommendations, reviews, feedback or comments on a particular 
business if that were available to her.

How important to you is your web/mobile experience? 9.5 out of 10. She would not pick a business with a bad online presence 
because she wouldn’t trust that the actual business space is in any better shape. Looks and great photos of the space are very important!

How important is the business environment for you and what type of setting do you prefer? She said that she tends to 
thinking about going with facilities that are more business-oriented than in-home, but doesn’t like the corporate warehouse type building 
either. She needs something professional that still has that cozy, familiar family feel to it. If she found a business that had a really good 
reputation that felt like “home”, she wouldn’t be opposed to it, but she would need to know that it was well recommended.
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Bark Place Behavioral Chart

Recommendations
SW SS DS

No Recommendations

Searched Online
SW SS DS

Searched Other

Read reviews
SW SS DS

Reviews not important

Location is important
SS SW DS

Location not a priority

All-Inclusive Price
DS SW SS

A La Carte Pricing

extra services
DS SW SS

no services available

Flexible Hours
DS SW SS

Set Drop/Pick up Hours

Book Online
SS SW DS

Book via Phone

Outdoor Space
DS SS SW

Indoor Only

Kennel
SW SS DS

Personal dog beds

Grooming services
SS DS SW

no grooming offered

Knowledgeable Staff
SS SW DS

More staff available

Personal Attention
DS SS SW

Group Activities

Large Business
SW SS DS

At-home feel

Use often
DS SS SW

Use Occasionally

Check in on pet
SS SW DS

End-of-day Report

Familiar caretaker
DS SS SW

Greater Availability
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Primary Persona: Sadie Mason

Sadie is an Account Manager for an up-and-coming digital marketing firm in Minneapolis, MN. She loves living and working in the city, and 
enjoys exploring all that her area has to offer. She lives in South Minneapolis, and loves the atmosphere around her little bungalow. It’s an 
eclectic mix of new restaurants, wine bars and great home character. As a single girl in the city, she decided to adopt her furry friend, Oliver, 
about a year ago. He’s an Australian cattle dog, and he’s absolutely adorable. He’s on the small side, so her little house is the perfect size for 
the two of them. She takes him to the small dog park in the neighborhood after work on most days (her yard is really on the small side) so 
that he can play with his friends, but Sadie wishes that Oliver had some more space to run and be active. Especially while she’s at work – her 
job is sort of unpredictable and she never knows when she’s going to have to work late. Those nights are always long for Oliver. He needs to 
get out and go!

Once day at work, she was talking to a coworker about Oliver. She covered the usually bases – how cute his is, how he’s so smart that he 
can open his food cupboard all by himself, etc. And then she mentioned how hard it is for her to leave him home alone all day while she’s 
busy at work. Betsy, a developer, mentioned that she takes her dog Marley to a doggie daycare. Betsey said that she has been taking Marley 
there for several weeks now and that he loves it. He plays outside with several other dogs, naps, and especially looks forward to treat time. 
Sadie is really excited about this idea for Oliver, and asks for the website so she can do some research.

The first thing Sadie does when she gets home is open up her computer. She brings up Google and types in “Doggie Daycare, Minneapolis 
MN”. She gets a whole list of daycare and boarding facilities in her area. She decides to narrow them by location first. She chooses only 
those that are located within 10 miles of her home. Then she starts to think about what she wants in a daycare for Oliver. Sadie definitely 
wants him to have some outdoor space to explore and roam free in while she’s at work. She also needs someone who is going to be flexible 
with drop off and pick up times, as she probably will need different hours depending on the day. Sadie also wants to feel like home for Oliver. 
She wants him to be comfortable, have some friends to play with, and have a lot of attention and love from whoever is watching him. Sadie 
also knows she can’t pay a fortune for the care that she wants. She figures she could get the basic daycare package for Oliver most days, 
and then pay for some extras every now and then when he needs to be groomed or she has some extra money for a treat for him.

As Sadie searches, she’s delighted to find a few facilities in her area. One is a large daycare located close to her work. It’s in a converted 
warehouse, so there’s a large indoor space with activities set up for each group of pups. It looks like the dogs play with other friends of their 
same size, and there is about one care-giver per group. She looks into the pricing, and it looks like there’s a standard fee for the day, with 
optional grooming, personal attention time and extended drop-off and pickup times. All these extras are priced a la carte and can be added 
on to the standard price. Sadie can contact them online and schedule a meet and greet for Oliver, so she does. She received a phone call a 
few hours later confirming the appointment.



She also finds another doggie daycare that is only a few blocks from her home. She looks a little further and discovers that it’s an in-home 
business, run by a woman that she’s met before at neighborhood events. She discovers that Madeline, the owner, only takes a limited 
number of dogs during the week, and is home with them all day. She has a large fenced backyard set up with doggie activities for playtime, 
and each dog gets their own bed and toy box inside the house for relaxation time. Madeline used to work in a veterinary office, so she is 
trained to give any medicine that a dog might need, she offers once-a-week nail trims and bath time, and she is flexible with drop-off and 
pickup times since she watches the dogs in her home. Sadie is thrilled by this option and checks out the pricing information. The in-home 
daycare service offers a discount. For every four days you bring in your dog, you receive a day free. Madeline also offers package deals at 
a discount to encourage clients to come more frequently. Sadie decides that Oliver would love this place, so she fills out the online form, 
complete with vet history and additional comments, and schedules a visit to the business. 

After visiting each doggie daycare facility, Sadie decides that Oliver would be more comfortable, and that it would be more convenient to take 
him to the in-home daycare down the street. She makes the necessary arrangements, purchases her monthly visits, and arranges for Oliver 
to start next week. Now Sadie doesn’t feel as guilty if she gets stuck working late. Oliver even gets a walk outside most days! It was the 
perfect solution for her daily dog care needs.

Secondary Persona: Helena Carter

Helena and her husband, Jason, live in South Minneapolis with their two dogs. Rascal and Chase are beagle brothers who love to be outside 
following their noses. Helena loves their home’s fenced in property for this reason. The boys can explore the great outdoors without getting 
too carried away. They also experience separation anxiety when they have to be without Helena and Jason, which is not very often since 
Helena is fortunate enough to be home with them during the day. The Carters are planning a two week trip to Hawaii in a few months to 
celebrate their 10th wedding anniversary, and need to start thinking about making arrangements for Rascal and Chase.

They know they won’t be able to leave them with friends, as it is harder to take two energetic dogs than one. They also don’t want to leave 
them at a large boarding facility where it’s likely no one will be there over night in case Rascal and Chase have issues being away from their 
family the first few nights. They’d also like the dogs to have some outdoor space to play in, and they need more attention than most dogs 
would to feel comfortable and relax. Helena is not sure there will be a facility to fit their needs, and is feeling pressure to get them settled 
before she and Jason book their trip.

One afternoon, she sits at the kitchen table with her laptop and cup of coffee while Rascal and Chase are resting in the living room. She 
opens up Google and searches for dog daycare or boarding facilities in her area. She finds a few different locations, and clicks on each 
website to view some additional details. She finds a lot of places that seem large and corporate. She likes that they have smaller indoor 
spaces, and that the dogs seem to be divided into smaller groups of pups their own size. She also likes that they have some extras, like 
extra walks or personal attention from staff. Helena’s a little apprehensive about leaving them alone their overnight though, even if they have 
kennels and Rascal and Chase can rest together.



Helena keeps searching and finds another doggie daycare that is in a neighborhood near their home. It’s an in-home business, run by a local 
woman who used to work in a veterinary office. The dog care building has a large fenced backyard set up with doggie activities for playtime, 
and each dog gets their own bed and toy box inside the house for relaxation time. The owner is trained to give any medicine that a dog might 
need, she offers once-a-week nail trims and bath time, and she also takes a limited amount of clients on for overnight boarding each week. 
Since the boarding is in the owners home, the dogs get free range of the house (unless kenneling is preferred or necessary) and will have 
someone on-site at all times. Helena looks for pricing information and finds that they even offer a bit of a discount for longer stays. For every 
four days you bring in your dog, you receive a day free.

This sounds perfect for Helena, Jason, Rascal and Chase’s needs, so she filled out an online form with all of the dogs’ information and 
requests a tour of the space. When she sees the large yard and the comfortable in-home atmosphere, Helena knows that Rascal and Chase 
will be comfortable at this business and decides to sign them up. She goes back to the website and books the dogs’ reservation for two 
weeks next month, and notes that they have separation anxiety and other special instructions for the pair. She and Jason are all set to drop 
the pups off and enjoy their vacation.
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Sadie Mason is an Account Manager living and working in Minneapolis, Minnesota. She and her Australian cattle dog, Oliver, are looking for a 
daytime doggie daycare for those days during the week when she can’t get home early enough to let him out, or where he would spend long 
periods of time alone.

Scenario: Find Information About Bark Place

Sadie gets a recommendation from a friend at work to try a doggie daycare for Oliver. She opens up Google and types in “Doggie Daycare, 
South Minneapolis MN”. While searching online for the daycare that her coworker uses, Sadie comes across another business right in her 
neighborhood. She decides to take a closer look at Bark Place.

She clicks on the link to their website and lands on their homepage. From there, she learns that it’s an in-home business, run by a woman 
that she sees walking dogs around the neighborhood. She also finds that she takes a limited number of dogs during the day. Sadie reads 
about a large fenced in yard, activity time, and nice comfy beds for the pups. She decides that she wants to see more.

Scenario: View Image Galleries

Sadie wants to check out the Bark Place facility in a little more detail. It’s really important to her that it’s clean and sanitary, and she wants 
it to feel like a home away from home if she takes Oliver there. Sadie also wants a lot of outdoor space for Oliver to run and play, and a 
comfortable place for him to rest if he gets tired. She doesn’t kennel him often, so it would be great if Oliver could be out and resting in his 
own bed when he wants to.

Sadie clicks on the link on the homepage to View Galleries. She scrolls through images of the big fenced-in yard, of the dogs playing, of the 
activities area, and also of the indoor space. There are also images of the owner playing with the pups, giving treats and attention to them. All 
the dogs seem so happy, and the place seems really cozy and clean. Sadie really feels like she got a little insight by reading the captions and 
descriptions.

Scenario: Contact the Owner

After her research, Sadie decides that she likes what she sees online. She wants to schedule a time to meet with the owner of Bark Place 
and tour the facility, so she clicks on the Contact Us link. She fills out a form with her name, some basic information about herself, and some 
additional information about Oliver. Sadie also adds her contact information and requests an email confirmation with the date and time of the 
appointment.

Scenario: Find Bark Place Hours

Sadie knows that she needs to find a place to leave Oliver during the day that has flexible hours of operation. She works in an agency 
environment, so sometimes her schedule can be unpredictable. She’s looking for a daycare service that has later drop off times and later pick 
up times for those days when she can’t get out of work or has to stay late for a client meeting.

She clicks on the Hours link and checks out her options. Sadie is pleased to see that Bark Place offers flexible scheduling due to the fact that 
it’s in-home. She can customize a schedule week by week based on her needs, as long as she lets the owner know at the time of booking. 
On the rare occasion that Sadie can’t get out of work without prior notice, she find that Bark Place allows up to three late pick ups per month 
with no additional charge. After that, there is very minimal fee.

Scenario: Find Pricing Information

Sadie also needs to do some research on the pricing. As a single gal, she doesn’t have a ton of expendable income, so she needs a daycare 
for Oliver that is affordable. Sadie finds that Bark Place offers a per-day rate, as well as packages designed to give clients a little extra 
incentive to book more frequently. Bark Place offers one free day for every four that you purchase. If a client is booking more than one week 
at a time, there are additional discounts. Bark Place also offers a la carte pricing for extras, which Sadie finds convenient. Oliver doesn’t need 
grooming or nail trimming each time he’s there, however the service is great once a week or once a month. She finds the rates to be really 
reasonable. Sadie also discovers that she can purchase food, toys or other treats through Bark Place as needed for Oliver while he’s there. All 
she has to do is log in to her account and place the order online.



Scenario: Create an Account

She’s sold. Now Sadie just needs to sign up her and Oliver up for a Bark Place account. She navigates back to the homepage, finds the 
Register Now button, and clicks. She fills out the online form with her name and email address, and then chooses a password. Once she 
logs in, she’s taken to her account homepage. Here she is able to give her address, phone number, and other personal details. She also 
fills out information about Oliver – his vet records, medication needs, food preferences, and any other details that the daycare might need to 
know. Then Sadie can customize her account. Does she want to receive updates on Oliver’s stay via email? Facebook? Text message? Sadie 
also chooses to receive her bill online, and enters her card information so that she can pay it when she receives the statements. She also 
downloads an app to her phone and logs in. She should now be able to check her statements, receive status updates for Bark Place, update 
any personal information and manage Oliver’s schedule from her mobile device or phone.

Scenario: Make a Reservation

Now that she’s signed up, Sadie wants to reserve time for Oliver next week. She opens up the online scheduling tool and checks for 
availability. It looks like Bark Place has openings on Tuesday and Thursday next week. Sadie selects the time that she will need to drop Oliver 
off each day, and then selects the times that she will be picking him up. Once she’s finished, she submits her appointment form.

Sadie then receives an email confirmation that her appointment has been received – and that Oliver is scheduled to come in on Tuesday 
and Thursday next week. Would she like to add this to her calendar? Sadie certainly would. She selects her Google calendar and adds the 
appointment to her day. She also sets a reminder so that she is sure to get him there on time

Scenario: Get an Update on Oliver’s Stay

While Oliver is at Bark Place on Tuesday, Sadie decides that she wants to check in and see how he’s doing. She opens the app on her phone 
and goes to the View Play Time tab. This pulls up a page and Sadie selects the outdoor webcam link. She sets up her phone on her desk 
so that she can watch the dogs running around outside. It looks like they’re having fun. Finally, she sees Oliver run by the webcam with a 
Frisbee. He’s clearly enjoying himself and getting some fresh air and lots of exercise. Sadie is happy that Oliver seems to be making friends.

She checks in later, around the time that Bark Place calms down for nap time, and this time Sadie clicks the link for the indoor webcam. 
It looks like the dogs have all settle in for some rest after a long play date. Oliver appears to have found his bed in the corner and is busy 
chewing his Kong.

Scenario: Leave a Comment for Bark Place

After the first week, Sadie is really please with Oliver’s progress at daycare. He seems to be making friends, he is much less stressed and 
restless when she comes home from work, and Bark Place seems to be working out. She just has one concern, and that is Oliver’s weight. 
The vet seems to think that he could stand to loose a little (he just has a lot of fur!), and he needs to go on a bit of a diet. Sadie decides that 
she needs to ask about special feeding instructions. She logs into her account and sends a message to Bark Place asking for additional 
information and pricing for special dietary requirements. She gets an alert on her phone when she has a response message.

Scenario: Follow Bark Place Blog

Sadie is really excited about how much Bark Place is involved and how much the owner loves dogs. She has a blog with tips, articles and 
other information about dogs’ health, nutrition, breed information, fun facts and other materials. There are a lot of people sharing great 
information, and Sadie wants to keep up with all the great finds. She decides to follow the blog. She logs in on her computer, opens the blog 
section of the site and clicks on the link to start following. Sadie also shares some of the stuff she finds there with her friends on social media.

Scenario: Pay the Bill Online

At the end of the month, Sadie gets an email notification that she has an online statement ready for viewing from Bark Place. She logs into 
her account and clicks on the link to pay her bill online. She fills in the necessary information, chooses her card payment from the list of 
options and enters in the amount to pay. Then Sadie checks the box to receive a copy of her payment receipt via email. She hits submit. A 
few minutes later, she gets a notification that her payment is being processed and that there is a copy of the transaction in her email account. 
Sadie also notices that she can go back and view previous statements and payment records in her billing history section. She can also set up 
auto-pay if she chooses to do so.



Scenario: Get Franchise Information

Because Bark Place has been such a great place for Oliver, Sadie is curious about the company and wants to learn more about setting up 
a franchise. She clicks on the link to that section of the site and reads some of the information about ownership. She also checks out some 
owner bios from other Bark Place owners in her area. Sadie discovers she can read testimonials, connect with other owners to hear about 
their experience, watch videos to learn more about how to start a business and share ideas, tips and concerns with the franchise owner 
community. Sadie also sees that franchise owners can share schedules and use company message boards to find alternative locations in the 
area or subs in case of emergency or to share clients.

Sadie files all that information away for a later date. Maybe someday she can own a Bark Place of her own and spend her days playing with 
adorable little pups!



Account Sign-up

Purpose: Gather personal information from user that will 
allow the tool to filter information to meet their specific 
needs.

Action: Data entry, photo upload, import information 
from additional sources, store information.

Relationships: Send data to other areas of the website, 
share user data with business owner and other users 
based on privacy settings.

Work Objects: Account Information

Status: Remembers user information, password and 
uploaded data. Stores certain data for other functions

Persona Concerns: Privacy - who will Sadie’s information 
be shared with, will , how secure are items like card 
numbers and birthdates.

Scheduling Tool

Purpose: Make it easy for users to schedule 
appointments for pets online.

Action: View available dates, schedule drop off and pick 
up times, set reminders, sync with Bark Place calendar 
and other calendars, share appointments with others.

Relationships: Shares appointment data with users’ stay 
history, with billing and with the site’s calendar feature.

Work Objects: Scheduling

Status: Stores recent availability searches, holds 
appointment opening for up to 5 minutes after viewing 
pending user confirmation.

Persona Concerns: What if Sadie makes a reservation 
and then realizes it’s on the wrong day? What’s the 
cancellation policy?

Bark Place Information Pages

Purpose: Organize and convey important information 
about Bark Place as a business to attract potential 
customers. Highlight business benefits.

Action: Users can search informational pages for 
relevant pages or content on the site.

Relationships: Links to specific areas of interest to 
potential users. Ability to share Bark Place information 
on social media.

Work Objects: Content

Status: Displays Bark Place specific content.

Persona Concerns: Is it overwhelming? Sadie doesn’t 
want to read through pages of text. She wants short, 
sweet and to-the-point content with lots of imagery.

Check on Your Pet

Purpose: Users get updates about their pets’ activities 
while in the care of Bark Place - ensures peace of mind.

Action: Users can view live video from several webcams, 
get pictures of pets, share pictures, request text 
updates, etc.

Relationships: Works with messenger to deliver photos 
and text updates to users about their pets. Syncs with 
mobile devices for video viewing.

Work Objects: Engagement

Status: Alerts user when updates are available, allows 
user to share video and images of their pet on social 
media or through email.

Persona Concerns: How often can Sadie get an update 
on Oliver’s activities when he’s at Bark Place?

Image Gallery

Purpose: Display images of the indoor and outdoor Bark 
Place facility areas online.

Action: Scroll through images, click on images for 
additional detail, caption images, share images via social 
media or email.

Relationships: Share images with social media and other 
email accounts.

Work Objects: Galleries

Status: Changes images automatically when resting on 
page. Also allows for user initiated scrolling.

Persona Concerns: Vanessa is concerned that she will 
forget someone important on her list.

Bark Place Blog

Purpose: Help engage the user with upcoming events, 
tips, informational articles and more from Bark Place.

Action: Search articles, tips and events of interest 
to each users’ specific needs. Sort, filter and search 
information for relevant topics.

Relationships: Allows sharing of articles and posts via 
social media and email.

Work Objects: Engagement

Status: Remembers interests and categories previously 
viewed or selected.

Persona Concerns: None.

Pay Your Bill

Purpose: Allows users to pay outstanding balances 
quickly and conveniently online. Shows how much is 
due, and how much was previously applied toward 

Action: Alert when new bill is available, accept several 
types of payment. Enter amount to be paid. Confirmation 
email sent after payment submission.

Relationships: Updates bill pay history for user, saves 
payment information. Links to user service agreement.

Work Objects: Account Information

Status: Tracks previous and current statements. 
Remembers cards and other payment methods. Secure 
data encryption to prevent card theft.

Persona Concerns: Is this bill pay secure or will Sadie’s 
credit card information be at risk?

Bark Place Messenger

Purpose: Allows users to connect with Bark Place staff 
during the day with questions, comments or concerns.

Action: Allows communication via text or messenger 
service through website or mobile app.

Relationships: Shares chat history with mobile devices 
and website. Alerts users when conversation is started 
or when new comments have been posted to the feed.

Work Objects: Engagement

Status: Remembers contacts previously entered by the 
user.

Persona Concerns: Is Sadie’s communication with Bark 
Place via messenger private or can anyone access the 
conversations?

Track Stay History

Purpose: Keeps track of the status of doggie stay 
packages purchased by a user.

Action: Track how many daycare days users have used, 
how many remain in a current package, and notifies the 
user when they are running out of stays.

Relationships: Shares information on previous packages 
with bill pay to enable users to purchase additional stays 
online. Imports information from scheduling tool.

Work Objects: Scheduling

Status: Remembers how many stays were purchased vs. 
how many have been redeemed via the scheduling tool.

Persona Concerns: If Sadie is running out of stays, how 
can she purchase more? If there is an error, how can she 
correct it?

Franchise Information Pages

Purpose: Promotes franchise opportunities and helps 
engage potential new owners in the business.

Action: Users can search informational pages for relevant 
pages or content on the site, watch video testimonials of 
other owners, contact reps for additional information.

Relationships: Links to specific areas of interest to 
potential owners, ask questions, connect with other 
owners in the area.

Work Objects: Content

Status: Displays Bark Place franchise specific content.

Persona Concerns: How can Sadie get a feel for how 
owning a Bark Place REALLY works?
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Scenario 1:
You’ve been working long hours and it’s hard to get home in time to let your poor 
pup, Oliver, outside on time. You decide to explore doggie daycare options. Bark 
Place is recommended by Google, so you check it out. You really want a smaller, 
more comfortable environment locally where Oliver can feel at home.

Does it meet your needs?

Scenario 2:
You’ve found some additional information about Bark Place, and you like what 
you see. You’re anxious to get little Oliver in to play with some furry friends. You’re 
ready to commit – all that’s left is for you to sign up.

How do you do that?

Scenario 3:
Some important things on your checklist are cost, convenience and cleanliness. 
You need to determine if Bark Place meets those requirements.

Where do you look?

Scenario 4:
As we talked about before, you’ve got a pretty busy schedule at work next week. 
You’re a little worried that the drop-off and pick-up times at Bark Place won’t meet 
your needs.

How can you check?

Scenario 5:
You know you’re going to need more than a one day of doggie daycare this month 
alone, so you want to see what your options are and what kinds of packages are 
currently available.

Find what you’re looking for.

Scenario 6:

You have to work late next Wednesday, Thursday and Friday. You want to make 
sure that Bark Place has daycare openings available on those days for Oliver to 
stay and play.

Where can you check?

Scenario 7:
You do a little re-arranging in your schedule and come up with some dates that 
work for you and for Oliver. You want to make sure that your husband knows which 
days you intend to bring Oliver to Bark Place.

Send him a message.
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Scenario 8:
You’re a bit of a planner, and since openings fill quickly – you decide to go ahead 
and check out availability for the next few months.

Where do you look?

Scenario 9:
You’re thinking about Oliver and wonder how he’s doing. You want to check on him 
to make sure he’s having a good time today at daycare.

Where can you see him?

Scenario 10:
You want to meet the other dogs that are at Bark Place with Oliver.

Find the photos.

Scenario 11:
You want to check out upcoming events and see if there’s anything fun happening 
at Bark Place in the next few weeks. Oliver loves it there and you wouldn’t want to 
miss out on anything.

Find what’s new.

Scenario 12:
You really enjoy reading the tips and articles that Bark Place finds and posts on 
their blog feed. You want to get updates when they post new information.

How would you make that happen?

Scenario 13:
While signing up with Bark Place, you realize that you’ve accidentally missed some 
personal information and want to updated your profile. 

Make the changes.

Scenario 14:
You downloaded the mobile app for Bark Place to your smart phone. You’re at work 
and you receive a notification that you have a new message.

View the new message.

Scenario 15:
You can’t remember if you paid your bill for Oliver’s visits last month.

Check and see.
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Homepage and Registration

While doing some Homepage testing, it became clear right away that there is probably too much content here. None of my users paid much 
attention to the blurbs and went right to either a) the image slider (James & Jake) or b) the About Us links (Geoff). James & Geoff didn’t 
really know what to make of the Register Now button at the top. Geoff questioned how it was different from the Reservations button, and 
said that he really wouldn’t register before taking a tour, so he wanted to know how to do that. James wanted to know how he could click 
the Already Registered area, or if you could enter your username and password and then click Register Now. It seemed the the fact that 
Register Now came after the Already Registered, he associated the two things as one piece. It wasn’t immediately clear to him that you 
have to Register Now only if you’re not already a member. Jake didn’t have any issues with the Register Now button and found it when the 
scenario called for him to sign up. Jake did, however, wonder where you signed in if you’re already a member. The text entry boxes and the 
Already Registered language didn’t seem to be intuitive for him.

All of the users ultimately found their way to the Daycare tab to find more information. James skipped the About Us tab completely on the 
way there, as did Jake. Geoff went to the About Us page first and then clicked over to the Daycare page (the scenario led them to Daycare 
as opposed to other areas of the site). Geoff liked that he could see the hours right on the page, but wanted a map. He said that location 
would be one of the most important factors in ruling out or opting for a doggie daycare. So, he wanted to see that on the homepage.

About Bark Place

Geoff, James and Jake all had very few challenges with the About Us page. Geoff mentioned that he would really like to see the location 
on the homepage, although it was helpful to see it on the About Us page as well. He also mentioned that he was expecting more pictures. 
James wanted to see a video here so that he could actually experience the Bark Place business sort of “live” and see what it would be like 
to take his pet there. Jake hunted for a place to schedule a business visit. All of my users expressed that they wouldn’t sign up or schedule 
anything without a tour, unless it was a case of emergency, so they wondered how to sign up for a tour of the facility. James also indicated 
that he liked the Search option, and went back to see if it was on the homepage. It isn’t. He wondered why.

Bark Place Daycare

On the Daycare page, Geoff went right to the pricing. That is clearly easy to find and figure out. He was wondering what the difference is 
between the Reservations, Register Now and Check Availability buttons. Geoff wondered if clicking on any one of those would land him 
in the same place – some sort of scheduling tool. He also completely ignored the sample text under the image carousel. When asked if he 
would have read it if it was actual copy, he said he likely would not unless it was related to each of the images being displayed in the gallery.

Jake seemed to not really know what he was looking at, but guessed it was some sort of image gallery. He wondered how he would scroll 
through it if there were no buttons. Did it auto-rotate? He thought it would be helpful to scroll through at his own pace. Other than that, Jake 
didn’t really seem to have any issues finding what he wanted on this page, which was to schedule a daycare day for his pet.

James wanted to see what hours he could drop off his pet on this page. He also did not read the text below the images. He also seemed 
to be confused by the different buttons. He just wanted one big button that would take him to a view of multiple months of calendars.

Daycare Calendar

This page was a little bit of a train wreck. All the users had difficulty figuring out how to get there, where exactly they came from from in 
therms of the Daycare page? The About Us page? The Reservations button? What did they click on to view this page? They also weren’t 
sure if it was all one calendar, or if there were different ones for each area (i.e. Boarding, Grooming, Daycare, etc.) Geoff wondered how he 
could set a reminder or sync it with his calendar at home or work. James wanted to know what would happen if you had more than one 
pet to schedule for. Could you schedule all at once or do you need to make two appointments. James also wondered if you had to sign 
up for an account before you schedule an appointment, or if anyone could. If anyone can schedule appointments, would you even have 
to sign up? James wanted to integrate this calendar with his Google calendar. Jake seemed to think that if you clicked on the “2 Open” 
drop-downs on each date, you’d get a pop-up asking for you to select an appointment and schedule that way. He also thought he’d get a 
confirmation of his appointment when he clicked Make Reservation and that might be where you could set reminders or share with other 
calendars such as Google calendar or Outlook.



The Media Section

Geoff felt like the blog, video feed and image sections were all pretty easy to use and didn’t have a lot of questions. However, he didn’t 
really interact much with the blog content. He seemed to want more images and didn’t really understand what content would be displayed 
on these pages. James liked the blog, but wondered how to share it or comment on articles. Which means that the Connect links in the 
bottom left corner of the page aren’t intuitive enough. They thought that those links were for users to contact Bark Place, not to follow, 
share or comment on Bark Place pages. Jake didn’t really seem to understand why a doggie daycare would have a blog and thought he 
would probably not use that function much if at all. He also didn’t really understand the menu item Media. He was thinking he’d only be 
getting image or video or other visual elements.

On the video feed page, James thought there was too much to look at. He didn’t really read or show any interest in the content in the 
sidebar, or in connection with the videos. He just liked the videos. He really liked that he could record the live webcam video and wondered 
if he could also share either video or image captures from the video on Facebook or via email. He also completely missed the link to follow 
Bark Place’s blog. He was looking for it down at the bottom with the Connect links.

Geoff really didn’t seem to care about anything on the page other than video. He was curious if he could stream the video from the webcam 
or from the website to his mobile phone. That was about it for this section. He mentioned that he might want to be able to send a portion of 
the video to someone else or save it for later, but that it was a nice-to-have not a need-to-have.

Jake wondered if there were only two cameras and how he could access all of the webcam video for the rest of the daycare. He wanted to 
see a list of available webcams and be able to click on them for access. He also wanted to be able to take a screen grab from the video and 
save somewhere for viewing later. He wanted to share the video or screen shots as well, but had trouble finding a place to do that.

As for the image gallery page, none of the users seemed particularly interested in seeing images of the other dogs. Geoff wanted to see 
more pictures of what the dogs are doing, what kinds of activities they have at Bark Place, what the play spaces look like, and what the 
rest or sleep space looks like, where they eat, etc. He said that those images would be much more valuable for him then information about 
other dogs attending with his pet. James basically said the same thing. He wanted to see really nice images of the business, of the owner 
interacting with the dogs, sort of a “best of Bark Place” gallery. Both also ignored text content on this page. Jake said that he was surprised 
that the image gallery was in this section, so he wasn’t looking for it. He thought it would make more sense for it to be in the the About Us 
content, and that he would have looked for it there.

My Account

James seemed confused about what the Account information box would contain. He didn’t know if it would contain his information, 
Oliver’s information, another dog if he had one, etc. He also wasn’t sure if he should click on the Edit Profile button at the bottom or the 
Account Information link. He wondered why he couldn’t edit his profile in the Account Information area. He also wasn’t sure that Watch 
Oliver was the most clear headline for the video area. He wanted something more straight-forward like View Video. James also didn’t feel 
like there needed to be a space for images here. He said that he’d just want them sent to him as a notification if it was his pet. He liked 
the Notification links in the sidebar, but wanted to know if he could get updates as a text. James also said that he would like a personal 
calendar in this area for his own use. So, maybe this is a natural spot to add the scheduling tool/calendar so that it’s more intuitive to use 
and find, and it’s not being linked to from several pages throughout the site. 

Geoff thought that the Stay History label was confusing. He wasn’t sure what would be in there. Once he was told that it was a record of 
visits and payment history, he said he would like to see it called simply Payment History or Statements then. And he’d expect to see it after 
the Pay My Bill area. He also wanted to know if he could set up auto-pay on the site. And whether or not he could export statements. Geoff 
also wondered if he could send a message to Bark Place with the Message Center, or if he can only receive messages through that area. He 
also liked the chat feature in the Recent Activity section, but said he really had to look for it and wanted a larger button or link to point him 
to that feature. James didn’t really interact with the Recent Activity, so maybe it’s not needed outside the Chat functionality. Both Geoff and 
James noted that they really liked the little alert icon that appeared when a new message or notification is available. 

Jake felt that the Message Center was the same thing as the notifications section, so he thought they should be or were linked. The 
notifications would just tell you what is waiting for you in the Message area. He also was sort of indifferent about the News section and 
wanted his notifications to be more prominent. Jake also wanted a calendar in this section for his pet appointments so that he could keep 
track of them and stay organized.



Potential Wireframe Fixes

On the Homepage: Move the My Account out of the nav and integrate it into a smaller subnav so that it’s set apart from standard content 
that any user can access. Remove all references to scheduling from informational pages and add it only to the actual service pages. I would 
start with a larger button geared toward scheduling a visit to tour the facility on the general information pages, as that was requested by my 
users. I would find a place to put the button where it doesn’t appear to be related to the image content. The current placement suggests 
that they’re related when in fact they’re not. Also, I would fine-tune some of the content toward the bottom. For example, add a map of 
the location to satisfy the need to know how close Bark Place is to a particular user right on the homepage, as well as make the hours of 
business more prominent. Based on feedback from my users about calling the phone number for additional information, I might also pull 
the contact information down out of the site header and give it it’s own page that would be linked to from the homepage and the About Us 
section so it’s easy to access. I would also do a little bit of editing on the main nav – making it a little more intuitive and easy to follow.

On the About Us page: Not a ton of changes here. I think I could add some video to this page that would be rotated or updated by the 
owner. A video tour of the facility, video showing the dogs’ experience while in the care of Bark Place, anything that helps promote the 
business in a positive way. I would also cut down on the amount of content users need to read and shift it’s location to make room for the 
location and hours widgets from the homepage. I would also feature a prominent link or button to get site visitors to schedule a tour of a 
Bark Place location on this page. After reading/viewing the informational content, they should be ready to sign up and see for themselves.

On the Additional Service pages: Users seemed to want to see how all of these pages function together, so I would definitely add 
wireframes for boarding, grooming and training in addition to the daycare section.

On the Daycare page: I would add images on this page (several images in a gallery, probably) so that potential clients can actually see what 
the daycare facility looks like and what their dogs would be doing all day with Bark Place. I would also list the hours on this page in a pretty 
visible place to aid users when then think about scheduling an appointment. Pricing will stay on this page as well. On all service pages, I 
plan to add one button that clicks through to scheduling. Make it simple and easy for users to find and use.

On the Media page: This area of the site will need the most updating. I plan to get rid of the blog and make it more of an “Events” or “News” 
section to inform clients about fun, up-coming events or articles that need to be shared. Any additional content on this page would sort of 
go with that “newsletter” type feel, meaning it would be updated frequently and be relevant to the clients. Examples would be new video 
feeds, testimonials or reviews, etc. I also want to add commenting and sharing functionality to the News page posts so that users can really 
interact with it and get involved.

On the Video Feed page: This page becomes the Live Feed page to indicate that it’s video from webcams that are happening right now, 
live. Also, I plan to get rid of most of the content on this page and just list the available camera options and show the video. The only 
functionality on this page will be related to the video – sharing, commenting, saving, etc.

On the Image Gallery page: I think I’d just get rid of this section and add smaller galleries to each section. That way the images are with 
related content and helping to convey information about the business while new clients are researching the business or the services.

On the My Account page: This page needs some work. I think I would try to move the scheduling tool here, as well as the Calendar page. 
That’s the major change. There would be just one calendar now, and you could choose your service from a list and then fill out the related 
form and submit it for confirmation of your appointment.

About My Sample Users

Geoff
Geoff is a 34 year old accounting genius living and working in the Twin Cities area. He is the proud owner of two cats, whom he spoils 
rotten. His hobbies include reading, knitting, and cooking culinary masterpieces in his Crock Pot. He also enjoys reading and gardening.

James
James is a 36 year old jack-of-all-trades also living and working in the Twin Cities. He loves mathematics, art, and scrubbing his kitchen 
floor by hand to ensure cleanliness. James has two Masters degrees – making him officially the smartest person I know.

Jake
Jake is a 35 year old computer nerd who lives and works in the Twin Cities. He lacks organizational skills, but can do pretty much anything 
else that he sets his mind to. He enjoys video gaming, fixing up old trucks, and driving anything at any time to anywhere. 
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