Usability Test Report, www.faa.gov , Part 2

Test dates:  June 21, 24. 25, 2002
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Usability Test Report (Part 2)
Commercial Pilots (Group 1)

	3 participants:
	ALPA manager, two American Airlines pilots


Group 1, Scenario 1:  

You are an employee of a major airline company in the United States.  Your manager has asked you to provide public comments to a recent Notice of Proposed Rulemaking entitled "Reduced Vertical Separation Minimum in Domestic United States Airspace."  You would like to do so electronically.  Please use the web site to find the place to do that.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	3

	% searches successful
	0


	Findings
	Recommendations

	Only 1 of 3 participants succeeded at this scenario.

The first participant was not successful, although he started out on the correct path.  He went immediately to Regulations and Rulemaking. 

However, he bypassed the correct choice, Documents Open for Comment, because he was looking for NPRM, (Notice of Proposed Rulemaking).

This is a task that he does regularly, but he goes to the Federal Register web site to do it because that is easier.

Because he did not find NPRM on the page, he went out, tried a search unsuccessfully, went back to the Regulations and Rulemaking path, back to search, back to Regulations and Rulemaking, back to the home page, and gave up.
	Revise pages like the Regulations and Rulemaking page.

Revise options where they are too similar to each other, not parallel to each other, or not likely to be meaningful to the audience.

Put brief descriptions after each option.  Brief descriptions are a way to talk to different audiences.

In this case, for Documents Open for Comment a brief description, such as this, might help different audiences:

Documents Open for Comments
NPRMs (Notices of Proposed Rulemaking);  
Read a proposed rule or comment on it.


Group 1, Scenario 1 (continued)

	Findings
	Recommendations

	The second participant also started down the same correct path.  However, he chose the first option under the heading Participate in Rulemaking.  This took him to the regulations about regulations.  Although he realized he was in the code, he did not know how to proceed from there.

His solution was to call or email someone.


	Again, a brief description with each option might have steered this user away from the incorrect option.

Keep each description brief.

	The third participant eventually succeeded, but only on his third try.

He first tried searching – his preferred mode of operation. 

When that did not succeed, he did go down the Regulations and Rulemaking path from the home page.  His first choice there, however, was Rulemaking Public Forum because he assumed that a public forum was the place to comment.

When he did get on the correct path (Documents Open for Comments) and got to the Docket Management System, he succeeded only because he remembered from a previous page that ES Submit was the button he needed.


	On the Regulations and Rulemaking page, try two techniques to make the differences between options such as Documents Open for Comment and Rulemaking Public Forum clearer:

· rename the options

· put a brief description after each

Consider all the pages in the web site for the same problems and solutions.  Are the options clear?  Do they need brief descriptions?

Although the Docket Management System is not an FAA site, inform whoever owns it of the problems that we saw.  At the least, the buttons should have rollovers that explain when to use them.  At the best, this button should be renamed.  What does ES Submit mean?  A clearer button might say, Submit Comments or just Comment.




Group 1, Scenario 2:  

You recently read a magazine article discussing the outcome of an FAA advisory committee addressing fuel tank inerting.  You would like to read that report and find out whether there were any dissenting views presented.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	4

	% searches successful
	0


	Findings
	Recommendations

	All three participants understood the issue of "fuel tank inerting" and knew what "inerting" means.

All three tried to use search for this scenario.  None succeeded.

· P2 searched in several ways but only got the wrong types of documents:  a workshop report, a PowerPoint.  He gave up.

· P3 thought the first document in the search results was the report he wanted.  (It was not.)

Only P1 went to the home page and started navigating after searching unsuccessfully.  He got to the page of Recently Published Documents and said that he was "getting real close to calling [someone] up." 

On the third try, then, he did find the correct option on the Regulations and Rulemaking page, the option for ARAC and then for Tasks and Recommendations.  But there he chose the first option, which was the Closed Task, when what he needed was the second option, the Open Task.

Notice how the web site defeats users at many places along the pathway.  Even the participant who knew the acronym, ARAC, and knew that what he needed was Tasks and Recommendations, came to that only after other false starts – and then chose the wrong final option.


	See the recommendations for improving search in the main report, Usability Test Report, Part 1:  Overview, Major Findings and Recommendations.

If users must select items by their titles (as on the ARAC Tasks and Recommendations page), the titles must be clear and meaningful.  

If it is not possible to make all titles clear and meaningful, a brief description should accompany each title, especially when two documents have almost identical titles, as is the case with the two documents about fuel tank inerting.




Group 1, Scenario 3:  

You are an employee of a major airline in the United States and have been noticing some unsafe practices around your work area.  You have told your managers, but this has just made your managers mad and they have threatened to fire you if you say any more about it.  You are afraid that if these practices continue, someone is going to get hurt.  You want to know if you can file a complaint on-line.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	All three participants chose How Do I…Report…A Safety Violation.  All three decided that they could call someone but that they could not report a safety violation online.  

The page that the link How Do I…Report…A Safety Violation takes them to has a phone number and an address.  It has no link to the Electronic Complaint Form. 


	Rewrite the section on How Do I…Report…A Safety Violation to include three ways of reporting:  electronically, phone, address.  Include a direct link to the Electronic Complaint Form.

Look elsewhere in the web site to fix other places where a cross-link like this is needed.

	Two of three participants went first to the How Do I…Report…A Safety Violation link.  The other participant first tried other options on the home page but was surprised by what he got.


	Make the How Do I… section more prominent on the home page.  Include more in it.

	One of the participants who went first to the How Do I…Report…A Safety Violation link, stopped there, assuming that if you could report online, there would be a link on that page.

The other participant continued to try to find an electronic form including going to Find an FAA Form, going to How do I … More, to Aviation Safety, to the Site Map, and to Ask FAA – all to try to find an online form.  In Ask FAA, he found the same phone number as he had found on the first page he looked at.


	Include this form (and others that are not there) in a list of FAA forms.  Make that list complete but group it by topic and make it searchable.




Group 1, Scenario 4:  

You are interested in becoming a pilot examiner and want to find an application.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	3

	% searches successful
	0


	Findings
	Recommendations

	All three participants went to How Do I Become…More on the home page.  All were frustrated that More led to only one more option.

If "pilot examiner" were under that option, all three participants would have had a quick success.


	Expand How Do I Become… to a much more extensive list. 



	Two of the participants then went to search.  Searching for the key words "pilot examiners" brought up a list of examiners but not how to become one.  Searching for "become a pilot examiner" brought up only how to become a pilot.


	Be sure that the web pages have metatags that will bring them up in search.

	The same two participants then tried certification/people from the home page.

This was their third attempt but it was the only choice on the home page that seemed logical.


	If their first choice had worked, these users would not have been at this option.  Nonetheless, what is under the main topics on the home page may not be clear.  Reorganize the home page.  

	One said that he would call up the nearest pilot examiner and find out from that person how to apply.


	Avoid possible misinformation from phone calls by making information easy to find from the web site.

	The third participant found the application under FAA forms but was not happy with the experience.  His comment was 
"I feel lucky."  "It's buried."


	Don't make people hunt for information.


Group 1, Scenario 5:  

You are an employee of American Airlines.  You understand that the Air Transport Association has received an exemption from an FAA regulation that requires you to carry a pilot certification when operating an airplane.  You would like to read that exemption.

NOTE:  The press and congressional staffer also did a scenario about exemptions.  See group 6, scenario 6.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	One of three participants took the expected pathway and got to the list of exemptions under Regulations and Rulemaking.

He correctly put in ATA as the Petitioner.  That resulted in a list of 231 exemptions.  The list has several columns but none covers the topic(s) of the exemption.  The participant considered that "a dead end."


	Find out how the people who have to look up exemptions think about exemptions.

· Do they think of the organization asking for an exemptions as a "petitioner"?

· Do they think of exemptions by topic, as this user did?

· What information about an exemption would they have when coming to look one up?

Do not assume that you know the answers to these questions.  Go to the users and find out the answers.  Then, reorganize the exemptions part of the web site to accommodate the way that users come looking for the information.

This may mean coding exemptions for keywords related to topics, allowing users to search by topic keywords, and having a column of topics on the page with the list of exemptions.



	One of three participants was certain that the only way to find an exemption would be to look in the FAR.  (The participant who got the list of exemptions would also have gone to the FAR as his second pathway.)


	Are exemptions listed with the FAR?  (I assume they are not.)

Is the FAR part of the FAA web site or part of the Federal Register web site?  If it is part of the FAA web site, consider linking from each part of the FAR to the relevant part of the database of exemptions.




Group 1, Scenario 6:  

You have heard that FAA is revising its advisory circular (AC) on Altitude Reporting Equipment and Transponder System Maintenance and Inspection Practices and is seeking comments.  Please locate the AC and find out how to submit comments.

	Number of participants
	2

	Number succeeding
	0

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	Both participants who tried this scenario immediately chose Advisory Circulars from the home page.


	If ACs are something that many users come looking for, keep a link to them on the home page.  However, this link need not be where it is now.  It could be under How do I find…



	One of the two clicked on the link that stands out by itself high on the page and says:

 Click here for a complete list of all ACs. 

That does not in fact lead to a list of ACs but to another page of options which then leads to a pdf document about ACs.

The user who followed this pathway said, "What I get here … I don't know what I'm looking at."


	Would anyone really want a list of all ACs?  Unless that is what most users want most of the time, do not make the link to all ACs the first option.  Put it at the bottom and make it go directly to an actual list of all ACs.

Help users get quickly to the AC that they want.

If users most often come looking for a particular AC, do they know which of the groups listed here the AC is likely to be in?

· If yes, bring those links higher up on the page – and perhaps add a brief description to each link.

· If no, reorganize the groupings to be more logical to users and give each new grouping a name users understand – and add a brief description to each link.

Another option to consider, if users most often come looking for a particular AC, is to set up a search function like the one for exemptions – but using whatever criteria users want to search on.  That, of course, requires that ACs be tagged with the keywords that users would search on.




Group 1, Scenario 6 (continued) 

	Findings
	Recommendations

	The other participant chose the correct grouping on the AC page, Draft Flight Standards.  That got him to a list that included the one he wanted at: http://www.faa.gov/avr/afs/acs/ac-idx.htm 

But then he did not know how to comment.

The participant who had tried to find all ACs also got to this page because the facilitator led him to it.  He only looked at the blue sections of text and did not even see how to get to the AC.

Also, note that this page has no navigation on it to indicate that it is part of the FAA web site.  The only navigation link says Return to Flight Standards Home Page, which in fact goes to an obsolete version of the AFS home page.


	Redo the pages that list ACs, such as http://www.faa.gov/avr/afs/acs/ac-idx.htm
Put them within the FAA web site, adding the top and bottom navigation that identifies the site and lets users go to the FAA home page.  Use the common look and feel of the FAA web site – and when new standards and templates are issued, use those.

Redesign these pages so they do not confuse users.  The current design of gray and blue stripes makes it very difficult for users to tell which stripes relate to the same AC.

Use a table format that has column headings, such as 

· Number

· Title

· Topics covered

For the topics covered, use keywords in a bulleted list rather than complete prose sentences.  Each of the sentences on this page of ACs starts in the same way.  That does not facilitate scanning, but users want to scan on the web.  With keywords, users could sort by or search for keywords 

Allow users to sort by whichever column they want.

Allow users to search within the page by keywords.




Group 1, Scenario 7:  

You are a pilot and understand that FAA is now allowing some airports where the runways are close together to schedule simultaneous landings on those runways, but the pilots involved must have special training.  You want to find the training you need to take advantage of this program.

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	The only participant who tried this scenario first tried to search.  That was not successful.

He then looked for "training" on the home page first in the center and then in the left navigation bar.

Only after discussion with the facilitator did he go to "general aviation."  In his mind, "corporate" pilots are not the same as "general aviation."


	If you continue to use audiences as an organizing principle, consider renaming "general aviation" or including a brief description if it covers material for both corporate and private pilots.

If you organize primarily by How Do I…, consider adding "get training" as a topic which you could then divide into different types of training.




NOTE:  None of the three participants in this group had the time to do scenario 8.

Group 1, Scenario 9, users' personal scenarios:  

	Scenarios
	Comments

	Find NPRMs, ACs
	Would not comment online because is a formal process in his organization that requires signatures



	Get a copy of his pilot certification


	Tried it from How Do I…

	An AC on Safety related to the bombs in shoes incident
	Realizes that some material is not publicly available but then asks if there shouldn't be a password protected part of the web where material like that should be available to those with a need to know



	Find a specific AC
	Searched for it by number and got it but search returned it with a partial number and a 43% rating so he was not sure it was what he wanted.  He asked, "Why not the complete number, real title, and a 100% rating?"
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