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Usability Test Report (Part 4)
Airport Operators (Group 3)

	3 participants:
	FAA employee, VP Airports Council, senior aviation planner


Group 3, Scenario 1:  

You are applying for an Airport Operating Certificate and need to find the appropriate form to use.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	All three participants in this group succeeded in this scenario.

However, they did it through different paths.

· One started by going to Certification, Airports.

· One went through Find … FAA forms.

· One started by trying the How Do I section but did not find it there.  (He did not go to the link to forms.  He was looking for something more specific under How Do I.)  Then he went to Certification, Airports


	Keep the list of FAA forms.  In fact, expand and group it.

Also, however, work on getting the overall How Do I… organization to include many more entries than it now has.




Group 3, Scenario 1 (continued)

	Findings
	Recommendations

	The user who went through FAA forms had a problem because the page he came to is a very long list with no grouping.  The choice he needed, "airports," is over in the left navigation bar.

He did choose that.  It led to a section with only one selection for airports.

That choice led to a section of a page with only four items on it.  (The first of those four is the link to all the forms in the Northwest Mountain region's site.  More on that issue at 
group 3, scenario 6.)

At that point, the participant said, "I'm not sure I see what I'm looking for."  After some hesitation, he selected the correct choice, Application for Certificate.  He said the name of the form was not clear to him.


	Reorganize the forms list.

Use anchor links at the top of a page to have users jump to a specific place in the page rather than having the links in the left navigation bar.

Include links to the actual forms here (as well as on a different page if some users are likely to go down a different path).  You could eliminate a click for the users on this pathway.

Bring forms that are of national use to the national site.  

Make document names clear.  There are probably several Applications for Certificate in the FAA system for different types of certification.

	The participants who went through the pathway of Certification, Airports first came to the page 


http://www.faa.gov/arp/arpcert.htm 

That page only told them the page had been changed and they had to click on the URL in the middle of the page they were looking at to get to the new version of the page.


	Do not make users expend the extra click.  Take them directly to the new page.

You may need to keep this page for users who have it bookmarked.  However, you should use the new link for all navigation pathways on the FAA site itself.




Group 3, Scenario 2:  

You are considering applying for Federal funding under the Airport Improvement Program (AIP) and would like to read through the Federal grant assurances that you must agree with in order to receive AIP funds.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	3

	% searches successful
	0


Group 3, Scenario 2 (continued)

	Findings
	Recommendations

	One of three participants succeeded at this scenario.  This is the scenario that he works on in his job.  He said he does this all the time.  The other two participants each tried several pathways before giving up.


	Make the site work not only for those who have already found out how to get to what they need.  (We did not ask this participant how he had learned where to find the information.)

	The other two participants tried both searching and navigating, but in the opposite order and both without success.

P8 first looked at the middle of the page and then went to the left to the FAA Organization link.  (This was the first use we had seen of this link.)  

He got to the APP 500 home page and chose the internal link to Other Documents because none of the other choices seemed relevant.  He was then at 

www.faa.gov/arp/500home.htm#addition 

He wondered why these few documents were here.


	Help users get to what they need from the middle of the home page.

Remember that users are jumping around in a web site.  "Catch-all" sections of a few "other" documents are likely to confuse users who will not see the context that makes these "other."

	He eventually tried to search but his expectation was low before he started.  He said 

I've used this [the FAA search] before and I'm not happy with it.

He suggested that FAA get the Google engine.  After trying two searches without success, he remarked 

That was too painful.

P9 went to search much earlier.  Of the 3100 results, the one he picked (second in the list) was a slide show on project eligibility.  Having not succeeded at searching, he went back to try to navigate.


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

	His next attempt was to use How Do I Find… to go to FAA Offices.  From there he took the same navigation path as the previous user, ending up at the same dead end.  His solution at this point was to go ask someone.
	


Group 3, Scenario 3:  

You live in Oklahoma and need to find the address for the Regional or State Federal Aviation Office.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	One participant followed the pathway that we expected.  This brought him to the page at


www.faa.gov/asw/asw600/
This page lists the ADOs in the region.  He was successful.

However, another participant went to the FAA Organizations page which has a section on Regional Offices and Centers.  When he chose the Southwest Region from that list, he got the page at


www.faa.gov/asw/index-html
This page does not list the ADOs in the region, and so he was not successful.


	Why are there two very different pages for the same region?

Coordinate regional pages with national pages.  Have a common look and feel for the regional pages, with perhaps the different sections of the national map on each region's main page.

List the ADOs and other offices in the region from the region's main page.

(See also Group 4, Scenario 10 where different participants reached different pages for the Southern region.)

	The third participant got to the list of offices page by going to Find…FAA Offices.

He expected the ADOs to be listed (not just the Regional Offices).


	Consider listing all the ADOs on the page of FAA Offices.

	This participant had great difficulty with the fact that the regional offices and centers are just listed by name.

· He tried Mike Monroney, saying it might be in Okla.

· He tried the Central Region.

· Even after looking at the map, he picked the Central Region again.  (This means that he was so certain in his mind that Oklahoma is Central and not Southwest, that he could not take in what the map was telling him.)


	List the states that the centers are in.

List the states for each region.  The web site does that at


www.faa.gov/arp/5010/5010rpt.htm 

It should do it here, too.


Group 3, Scenario 4:  

You are studying for your pilot's license and trying to figure out what is the difference between a dot and a dash 
on an airport sign.

NOTE:  The general aviation pilots also did this scenario.  See group 4, scenario 9.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	One of three participants succeeded at this scenario.  He used the pathway that we expected, but it was his second choice.  He first looked at the Airport Design Division, which brings users to a list of people.  He could not find anyone in the list who deals with signage.


	

	Two participants did not succeed.  They were both looking for what they called the Airman's Information Manual.  (The current title is Aeronautical Information Manual.)  One searched under the title that was in his mind.

That participant gave up at that point saying he would go to Google or call someone up.


	If you change a document's name and know that many people still refer to it by its old name, put the old name in as a metatag so that the document shows up in the search results anyway.  

Do that also with documents that have nicknames (common names) that are different from their official names.



	The other participant found a link to the Aeronautical Information Manual on the Pilots and Aircraft Owners page and recognized it as what he wanted even though that was not the name he called it.

However, once in the document he found the paragraph about the dot and then scanned for the dash but gave up saying, "the information is probably near here somewhere."


	Users have very little tolerance for reading material on the web.  Make documents easy to scan, especially for use on the web.


Group 3, Scenario 5:  

You are an airport engineering consultant and need to find software for flexible airfield pavement design.

	Number of participants
	3

	Number succeeding
	2

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	One participant found this easily.  He was in the Airport Operators section, chose Engineering, and found the link in the left navigation bar.


	

	Another user found it but not easily.  He first went to Regulatory/Advisory from the home page because it was the best of what appeared in the middle of the home page.

His comment at the end of this scenario was

I prefer using the center.


	Make the information available from the center of the home page.

In this case, software could be in a How Do I … Find… list.

	This participant found the correct link by going through FAA Organizations in the left navigation to the Airport Design Division.  However, a minute later, he remarked

I can't remember where it was.
	This comment supports the notion that although users with some knowledge of the FAA's organizational structure can find their way through the office-oriented web site, they are not comfortable in that mode.  If the link were available through a topic orientation, they would be more comfortable finding what they needed – and remembering later how they got to it.




Group 3, Scenario 6:  

You need to find a Passenger Facility Charge (PFC) application and associated attachment forms.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	1

	% searches successful
	100%


	Findings
	Recommendations

	One participant found this by the path we expected, using the link to the PFC branch on the page at


www.faa.gov/arp/530home.htm 

Two others found it but only after being frustrated by the fact that the relevant forms are in a regional office site.

One participant was particularly vocal about this problem, saying

The logic of this is just frustrating.  It should list all forms.  Not just 4!!


	See also Group 3, Scenario 1.

Move information that is relevant to all regions out of regional office sites and into the main FAA site.


Group 3, Scenario 7:  

You would like to participate in the Surplus Personal Property Donation Program and need to find the form 
that is used for that..

	Number of participants
	3

	Number succeeding
	2

	Search attempts
	1

	% searches successful
	0


Group 3, Scenario 7 (continued)

	Findings
	Recommendations

	Participants had two problems in this scenario.  The first was figuring out where to find the form.

Even the FAA employee had no idea where it would be on the web site.  He wasn't even sure that there was a form for this although he knew that it was a good question and that Airports was responsible for it.

Another participant tried one pathway:  Airport Operators ( Airport Information & Services ( Airport Financial Assistance Program ( Data and Other Documents.  After no success that way, he went to search, saying

I'm not going to mess around any more.

The third participant did find forms through How Do I… Find.. FAA forms.  These forms, however, are at a regional site, and he had to guess they were at the Northwest Mountain site.  As he said

It's not intuitive that you would want to go to a region.


	Make the How Do I… more prominent.

Do not hide forms in a regional web site.

	Two participants did get to the page of surplus property forms.  One by navigating and one by searching.  From the search, he got to a page which had a link to Form 2946.

The second problem was that the first form in the list under Surplus Personal Property, Form 2946, has the title, 
Screener Certification Application for GSA Form 2946, Screener’s Identification.  Participants did not understand what that has to do with surplus personal property.  One said

That's gibberish.

We counted these as successes because the participants got to the right page, but they would have chosen another form in the list there.
	Is this the right form?  If not, what is it doing as the link on 


http://www.nw.faa.gov/airports/Surplus_Property/?

If it is, why does it have a title which does not seem to have anything to do with donating surplus property?

Review form numbers and names.


Group 3, Scenario 8:  

You are preparing to purchase a new aircraft rescue and firefighting vehicle and need to find the AC that governs standards, specifications, and recommendations for such a vehicle.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	All three participants found the correct Advisory Circular.

However, the two non-FAA participants, both of whom regularly use ACs, complained about the long list of ACs that they scrolled to find the one they needed.

One complained that the list is organized by number.  As he said, that's an internal organization for FAA.  Those outside the agency who need ACs don't usually know the number.  They know the topic.

The other participant asked for a way to search the list of ACs – just within that list, not by using the search that covers all of FAA.


	Put a search function on long lists like the page of ACs that searches just within that list.

The ACs on this page are, in fact, grouped by large topic, such as Airport Safety, but only the FAA employee used that.  Test different formats for the anchor links on the top of the page to see which are most obvious to users as anchor links.

Test other organizations of ACs to see which are most useful to the people outside of FAA who must use them.

Change the link from the number to the title or to keywords in the title.  Blue underlined links stand out on the page and many users scan by links, which makes the organization by AC number even more obvious (and obnoxious) to some users.




Group 3, Scenario 9:  

You would like to view the 5010 master airport record report data for the Mountain Meadow Airstrip in Burlington, CT.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	2

	% searches successful
	50%


	Findings
	Recommendations

	All three participants eventually got to the page at 


www.faa.gov/arp/5010/puaddrne.htm 

All three complained that the information available on that page about each airport was not sufficient.  They knew that the 5010 had much more on each airport.


	Include a link to the full 5010 record for each airport with the data on this page.

	To get to that page, participants went through a page in which they had to choose the region.  


www.faa.gov/arp/5010/5010rpt.htm 

All associated CT with the New England region but they did not have to know that beforehand because this page includes the states with each region.


	Use this technique – putting the list of states in each region with the region's name – on other similar pages in the web site, including the list of FAA Offices.



	None of the three had an easy time finding the right place on the web site.

The two non-FAA participants both tried Find… FAA forms first and went to the list of Airport Forms.  Both backed out.  

One eventually got there by navigating; the other on his second try at searching.  His first search for Form 5010 yielded nothing useful; his second search for FAA Form 5010 got him a useful link.


	If users look for 5010 records as a "form," list it with the forms.

Why should the search strings


FAA Form 5010


Form 5010

get such different search results if the search is limited to the FAA web site?




Group 3, Scenario 10:  

Your airport is planning a runway for business jet aircraft.  The airport is located in Florida, and you need to know if there are any regional requirements for developing such a runway in Florida.

NOTE:  The vendors also did this scenario.  See group 5, scenario 6.

	Number of participants
	2

	Number succeeding
	1

	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

	All three participants were confused by this scenario.  The employee was not sure what "they mean by regional requirements."  The two non-employees both were surprised that there are regional office policies.  One would have gone to the FDOT site (Florida Department of Transportation) and not the FAA web site if he thought there was anything special about building a runway in Florida.


	How often are there regional or state requirements that are listed at regional sites?

If this belief is widespread, FAA may need to hold information sessions or reach its audience in other ways to let them know that they need to check regional information.  Another way to handle this is to have all regional requirements on the national site under the topic (in this case, runways for business jet aircraft) so that airport operators can then see from the national site that there are regional requirements.



	The participant who received help started by looking for an AC on runways. 


	

	The other two participants both got to main pages for the Southern region – but to different pages.

One used the pathway we expected, Airport Operators ( Airport Information & Services ( Regional and District Offices ( Southern.  This got him to 


www.faa.gov/aso/aso600
The other took the pathway, FAA Organizations ( Regional Offices ( Southern.  This got him to


www.faa.gov/aso 


	Why are there two versions of the regional pages? 

Coordinate regional pages with national pages.  Have a common look and feel for the regional pages, with perhaps the different sections of the national map on each region's main page.

See also Group 3, Scenario 3, where different participants reached different pages for the Southwest Region.




Group 3, Scenario 10 (continued)  

	Findings
	Recommendations

	The page at www.faa.gov/aso does not seem to have a link to the information we asked the participants to find.  The participant who got to that page, selected Runway Safety Program.

The participant who reached the page with the relevant information at www.faa.gov/aso/aso600, did not select the link to planning that covered the information.  He selected the link to AIP.

Why is there different information on the two versions of the regional sites?

Note how users can get stymied at all the levels of the site.  They need to find a pathway that makes sense.  Even when they get almost all the way down that pathway, they can get stopped by not seeing a final link to the information that makes sense.  And when they do get to the information, it may be so dense that they cannot understand it.


	Have only one regional site for each region.

Make sure it includes all the information that users would go to it for.

Make the links clearer, and include brief descriptions or bullets that indicate the range of information under that heading.


Group 3, Scenario 11, users' personal scenarios:  

	Scenarios
	Comments

	Someone calls and wants guidance
	

	5010 data


	would use www.airnav.com but it should be on the FAA web site



	forms
	want to be able to get forms from the web



	ACE plan 

ACs, AIM, Runway Evolution Plan, Airport Capacity
	He spent 5 minutes before he came looking for it – to him, that's a long time.
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