Usability Test Report, www.faa.gov , Part 3

Test dates:  June 21, 24. 25, 2002


[image: image1.png]B2 mnd
Weicometo M)




Usability Test Report (Part 3)
Passengers (Group 2)

	3 participants:
	business traveler, leisure traveler, vision-impaired traveler


NOTE:  One of the three passenger participants was vision-impaired.  We installed the software that she regularly uses 
to help her.  This software allows her to enlarge the text and to listen to it being read.  She primarily uses search to find information and is an exceptionally expert searcher.  For this user, the home page had an overwhelming number of entries and was impossible to use.

Group 2, Scenario 1:  

You are planning a trip and have just received a carry-on bag as a gift.  It's pretty big, and you are not sure you'll be allowed to carry it on with you when you fly.  You want to determine whether you can use that bag on your planned flight so you want to find the maximum dimensions a bag can be and still be considered "carry on."  Please use the web site to find that information.

	Number of participants
	3

	Number succeeding
	2

	Search attempts
	3

	% searches successful
	75%


	Findings
	Recommendations

	Two of the three participants found an answer by searching.  One had to try two searches to get information.

Searching even for a straightforward scenario like this resulted in either nothing or more than 1,000 returns.  Both results frustrated users.

Neither participant was satisfied with the answer, but only one said she would call the airline.


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




Group 2, Scenario 1 (continued)

	Findings
	Recommendations

	The third participant said she would have gone to Google for that scenario.  Looking around the FAA home page, she did not expect to find useful information for herself there.

She got to the TSA site, which opened in a second window, and then struggled to get back.

She tried Ask FAA looking for someone to phone or send email to.  
	If passengers (travelers) are an important audience to FAA, make the home page more friendly towards a non-technical audience.

· Use plain language.

· Simplify the page.

· List items of interest to passengers under How Do I…


Group 2, Scenario 2:  

You are getting ready to travel and in light of recent events are concerned with the security procedures during the check-in process.  You want to find out what items you are allowed to carry on board.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	1

	% searches successful
	100%


	Findings
	Recommendations

	The three participants took different routes for solving this problem.  Two tried it by navigating.  Neither was successful.

Only the expert searcher was successful.  She searched for "carry-on, security, prohibited items" and got a list from which she selected a document titled Security.  In that document she used Ctrl-F to find "items" on the page, and then by scrolling, she got a list from a fact sheet dated October 2001.

Users should be able to do all tasks both by navigating and by searching.  The navigation route should be obvious.  The searching should be easy.


	Do not assume that most searchers will be as expert as this user is.  

Do not assume that most users know how to use Ctrl-F to search for keywords on a page.

Make the navigation path to this information much clearer.




Group 2, Scenario 2 (continued)  

	Findings
	Recommendations

	Of the two participants who tried to navigate, one looked in Traveler, Safety Tips.


	Traveler, Safety Tips is a logical path.  Make sure that information is available from all logical paths.  Use cross-linking.



	The other went down the expected path to Security, CAS, hesitated and then clicked on Passenger Information.  


	The CAS main page has the major information links in the left navigation area not in the center.  Users look to the center first.  Always put the main content links in the center content area of the web page.



	He realized it was out-of-date but had no way to get to newer information.


	Take out-of-date information off the web site.  Make sure that links go to current information.


Group 2, Scenario 3:  

You are starting a new job that requires frequent travel.  You have to attend meetings which you cannot afford to miss and would like to know which airlines are most likely to arrive on time and which have the least chance of losing your luggage.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	3

	% searches successful
	0


	Findings
	Recommendations

	The expert searcher tried three different searches for this and got no useful results.  Her first search for 


airlines, on time, statistics 

returned 34,966 results but not the information that she needed.


	


Group 2, Scenario 3 (continued)

	Findings
	Recommendations

	The other two participants both navigated to the Airline Online Statistics page at 


http://www.bts.gov/ntda/oai/ 

Neither could use the database as it is set up there.  

· The database does not seem to have an option for a comparative table.

· Neither user could fill in the fields correctly.  Both needed help with the dates.  One decided that the program must have a technical glitch when in fact he had the same beginning and end dates.


	I realize that this database is not an FAA site.

For information that FAA users are likely to want, you may have to extract the information from databases like this for them.  Sending them to a site that is only going to frustrate them will have reverberations for other information on the FAA web site.  If users have a frustrating experience on any page that they get to from the FAA site, they will think that the FAA site is frustrating. 

Consider what information users need and find ways to present it to them in formats or queries that they can use.



	One of those two participants first tried Customer Satisfaction thinking that it would be about issues such as ontime data.  He quickly realized it was not relevant to his question.


	Even terms that you might think are obvious like "customer satisfaction" leading to a survey are going to be interpreted differently by different users.  Put a brief description so that users know what to expect under that option.




Group 2, Scenario 4:  

You have heard that airlines often offer cheaper tickets through their web sites.  Where can you find a single list of the airlines' web sites.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	1

	% searches successful
	0


Group 2, Scenario 4 (continued)

	Findings
	Recommendations

	None of the three participants would have thought of the FAA for this.  One said he would have gone to Yahoo.  Another said she would have gone to Google.


	If travelers are an important audience for FAA, in addition to making the web site easy for them:

· make FAA pages come high up on Yahoo and Google; doing that will make users realize that there is relevant information on www.faa.gov and might make them come directly to the FAA web site in the future

· promote www.faa.gov to a public audience



	One participant found the list by the expected pathway through the Traveler's Briefing page.  

He remarked on how much information is on that page.

That page requires scrolling past a lot of text to even find the links.


	Instead of just revising the Traveler's Briefing page, consider this as part of redesigning the home page.  

If the major organizing principle for the new home page is How Do I…, divide this information up under the best How Do I… sections.  If the major organizing principle is by audience, redo the section for travelers to put many more of these topics in a main selection list on the home page.

Cut out or reduce the text at the top of the page.  No one read it.  Get right to the main content links.

Instead of one long page that users often jump into the middle of, make it several short pages on specific topics.



	The other participant who navigated looked around the home page, found nothing relevant, and gave up.


	Make the pathways more obvious.  This user did not realize that the headings like Traveler's Briefings are clickable.  

	The vision-impaired participant first tried to find something on the home page using Ctrl-F.  She then went to the site map, thinking that might be easier for her software to read to her.  She then searched but got nowhere.  At that point, she gave up saying "It has taken me too long."


	For users who know about Ctrl-F, you need to have relevant words on the page.  Brief descriptions with links give you more chances of getting relevant words for these users.


Group 2, Scenario 5:  

You are scared of flying and have a trip planned for this summer.  You are particularly apprehensive about the risk of thunderstorms and would like to see studies of safety and weather-related accidents.

	Number of participants
	2

	Number succeeding
	1

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	One participant followed the expected pathway.  The first page in this pathway is a privacy notice that participants are forced to look at and agree to before they can go on.


http://nasdac.faa.gov/ 

Other parts of the FAA web site do not make users deal with privacy notices in this way.

The user got to the page, went out of it, and then back into again.


	It is good for sites to have a privacy policy.  However, it is not necessary to make users go through a privacy notice page to get to information.

Have one privacy policy for all of www.faa.gov   

Make it available from every page through a link in the bottom navigation line.

Do not force users to actively agree to the privacy policy. 

	This participant found the information on weather-related accidents but felt it was much too much.  His comments were:

This would drown you in data.  You would have to be very sophisticated to deal with this.
	Consider the audience for content on the site.  

Use the principles of plain language to organize, write, and format information

	The other participant who tried this scenario did not get anywhere near a useful pathway.  She first tried Traveler, weather, which would seem like a logical pathway.  After that, she was lost.


	Put information in pathways that are logical to the user.

	The facilitator then suggested that she search because this participant had not yet used search.  The participant did not at first see the option to search because she expected a type-in box with search on the home page.


	In the redesign, allow users to search directly from the home page.


Group 2, Scenario 6:  

You are a computer specialist and want to work for the FAA.

	Number of participants
	2

	Number succeeding
	2

	Search attempts
	0

	% searches successful
	--



NOTE:  The third participant succeeded only after being led by the facilitator.  We did not count this in our totals.

	Findings
	Recommendations

	The participants looked at How Do I Become… More

The correct choice is a little further down under How Do I Find…FAA jobs.  Participants may have looked under How Do I Become… because it is first in the How Do I… series.


	Include redundant links.  Include "an FAA employee" under How Do I Become… if you keep these categories.

If the link had been available here, the participants would not have wandered off and had to find it in other ways.

	The participant who had not searched until led there in the previous scenario tried to search for employment opportunities.  This yielded 7,802 results none of which were useful.


	Make sure that the web pages are in the search scope, not just documents.

	One participant got to the jobs page from the left navigation bar under FAA Employees.  That took him to the HR site from which he selected FAA Jobs.  The jobs page comes up with jobs open to FAA employees as the default.  He knew how to change that to non-employees.

Therefore, even though he found the answer, he did so in a round-about way.


	Make the most logical path obvious enough that users do not have to think out convoluted ways to get to information.


Group 2, Scenario 7:  

You are a teacher in a junior high school.  One of your students has asked you why airplanes fly.  You need help explaining the science of flight.

	Number of participants
	2

	Number succeeding
	1

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	Both participants who tried this scenario would have gone to other sites first:  one to Yahoo, the other to NASA or the Air & Space Museum.


	If you are going to have a site for kids and educators, put the effort into making it an excellent site and then promote it to the kids, educators, and parents.

	One participant followed the expected pathway from the left navigation bar without difficulty.

Once he got to the page, however, he was not happy with the information.  He said:

Could do a little better than this.  This is an outline, not an explanation.  It's too telegraphic.
	Make links match information.  The link is 

Why an airplane flies

The text however is an exercise for teachers to do with students.  It is not an answer to the question.

Either rewrite the link to:  A classroom exercise on flight
or rewrite the information page to answer the question.


Group 2, Scenario 8:  

You live or work near an airport.  The airport has announced that it plans an expansion and will be holding a public meeting in 30 days.  How can you get informed on environmental issues affecting the airport before the meetings?

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	0

	% searches successful
	--


Group 2, Scenario 8 (continued)  

	Findings
	Recommendations

	The one participant who tried this scenario thought it was a good question.

He tried this both from Environmental Issues in the left nav bar and then from Airport Operators ( Environmental Issues.  Both got him to the same page which he then saw as a dead end:  "This one I'm having trouble."

He would have gone to Yahoo and searched for the name of the airport and assumed that the airport would have a web site with the information.  Is that true?

 
	Again, we see a user take what seems to be a logical path but that is not the path in which the information resides.  

Revise the web site so that it is organized by topic not by the FAA's organizational structure.




Group 2, Scenario 9:  

You have recently been bothered by airplane noise and wonder if planes are flying much lower now.  You want to report your concern about airplane noise.

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	The one participant who tried this scenario tried several pathways before giving up:

· How Do I…Report…More

· The pathway we assumed (Environmental Issues:  Aircraft Noise), but not to the FAQs and so did not find out how to report a problem

· Site Map

· Travelers complaint procedures


	Again we see how users first instinct is the plain language, inviting heading How Do I…  Make this the focus of the site.

Again we see how users can get part way down a good path and then not find the next step.  At each level, make sure that the available links match the users' issues in the users' language




Group 2, Scenario 9 (continued)

	Findings
	Recommendations

	In his last pathway, the participant came to the NASA ASRS page at http://asrs.arc.nasa.gov/ 

His reaction to the Flash was 

That's too intimidating.

He would not enter the site.


	I realize that this is a NASA site, not an FAA site.  However, you can learn from looking at that site and from the user's reaction.

Do not use Flash to create gratuitous animation.  Use it only when the animation is functional and necessary to convey critical meaning.  




Group 2, Scenario 10:  

You are trying to get information from an FAA office without success.  What can you do as a citizen to get the information that you want?

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	The one participant who tried this scenario went to Ask FAA looking for a link on how to complain.

He did not use the FOIA link.

His comment on the Ask FAA page was 

This looks like a good little page.


	Bring the topics from Ask FAA onto the main content page.

Look at how other web sites have handled FOIA.




Group 2, Scenario 11, users' personal scenarios:  

	Scenarios
	Comments

	Report a problem with an airline
	Would use How Do I … Report…



	How flights have decreased or increased recently

Can children still fly alone?


	

	What type of security measures are being taken?
	Her search for 


airline security, airports, Washington DC 

brought back 27,526 results starting with FAA News for 1998.

She used CTRL-F to find Baltimore, then BWI, and got an old, general press release.
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