www.faa.gov Usability Test Report,  , Part 5
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Usability Test Report (Part 5)
General Aviation (Group 4)

	3 participants:
	two AOPA employees, student pilot


Group 4, Scenario 1:  

You want to help your 15 year old find information on how to become a pilot.

	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 went through Certification, People.

· Two went through How Do I…Become….

One of the two who went through How Do I…kept going to try to find a particular pilot school by putting in a city.

Both people who went through How Do I…Become complained of the amount of text on the page that they got to.


	Continue to focus on How Do I…as a major organizational theme for the home page.

Write for scanning.  Assume most users want to grab information rather than read.




Group 4, Scenario 2:  

You and your brother are building an airplane in your garage.  It is almost completed.  You want to know 
how to register the aircraft.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	1

	% searches successful
	100%


	Findings
	Recommendations

	All three participants eventually succeeded at this scenario, but none did it on the first try.  


	Note that even when the success rate looks good, participants may have struggled to succeed.  In considering these results, pay more attention to what people did than to their eventual success or failure.



	One participant found the answer through Certification, Aircraft.  From Certification, Aircraft, he got to the Q&A about registering through the Airworthiness Certificate section.  The other two went first to Certification, Aircraft, but then decided that registering was not certifying and left that pathway.

This means that two of the three participants did not connect registering a home-built airplane with airworthiness certification, which is where the answer is.


	If you organize the entire site by How Do I…, you can include registering an airplane there.

If you organize by audiences, you'll want to have several bullets under each audience with key points covered through that pathway – and a second page with more entries followed by a brief description.  (See www.firstgov.gov for an example of this organization.)

If registering a plane remains part of www.faa.gov/certification/aircraft/air-index.htm, make sure the page says that – and also announces other topics that are now buried somewhere down that pathway.



	The participant who used the FAQs commented that he liked the question and answer approach and the numbered steps.

Q&A is a good style to use because people come to a web site with questions.  However, if information is in an FAQ section and users do not realize that's where it is, it doesn't matter that it's in a good style.


	Use a question and answer style but also be sure that users can find information.

Use numbered steps whenever you are giving people a procedure.


Group 4, Scenario 2 (continued)

	Findings
	Recommendations

	The user who got the answer through Certification, first went to Airport Operators.  He found the page he got to "kinda confusing" so he left that pathway.

After dismissing Certification, Aircraft, one of the other two went to search for aircraft registration.  His first choice from the search results was not useful, but he did find a good choice lower down in the first 10 search results.

The other eventually found the answer through Mechanics.  However, on the way her comments were,

I think I went the wrong way.

This is where I start playing around.


	Multiple pathways to information is good.  However, each pathway must be clear.


Group 4, Scenario 3:  

You have just moved to another state and want to rent an airplane this summer.  You want to make sure that your new address is listed correctly on your certificate in case someone checks.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	2

	% searches successful
	0


	Findings
	Recommendations

	All three participants found the link for updating the address but only one found the interactive site for looking up whether the address on a certificate is correct.

One participant was looking for a phone number to call the people in Oklahoma City.  Even two searches did not help him do that – nor help him find the interactive site.

Another would go find a real person who could put him in touch with the people in Oklahoma City.


	As FAA moves more into interactivity, make that prominent on the site.  Users need to know when they can do something interactively.  Otherwise, they are likely to be looking only for phone numbers – their old way of doing business.


Group 4, Scenario 4:  

You are a maintenance officer for a small airline.  You need to find out how to obtain an equipment list 
for a Piper Cheyenne II XL.

	Number of participants
	2

	Number succeeding
	1

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	Even the participant who succeeded had difficulty.  She started by looking around the home page and saying

I have no clue as to where to go.

She knew that she was looking for a minimum equipment list.

She did start out on the expected pathway, Information for Airline Operators, but then backed out.  She searched for minimum equipment list but got a PDF that was not useful.

She then searched for MMEL and search brought her a reference to a list at the St. Louis FSDO site.

She then told us that she goes to the Orlando and Atlanta FSDO sites because it is easier to find information on them than on the FAA web site.


	Bring information that is on FSDO sites that is needed throughout the country to the national site.

Talk further with this user (Participant #11, the Librarian at AOPA) to find out which sites (and which parts of those sites) she finds particularly useful – and why.  Then review those sites to see what elements of organization and design might be useful on www.faa.gov.



	The list at the St. Louis FSDO site has only numbers.  She had to know the number for a Piper Cheyenne II XL.


	Will all users know planes by the numbers in this list?  If not, include the company and model of the plane.  Arrange the list so that people can order it by number or by company or by specific model name.  Have a search on the list so that users can search by number or company/model.

 


Group 4, Scenario 4 (continued)

	Findings
	Recommendations

	When she selected a number, she came to the page at


www.opspecs.com/AFSDATA/MMELs/Final/Smallac/PC12R1 

She hesitated at this page.  (The title is the URL.  The first text says To Parent Directory.  The choices are two files, one ending in .exe, the other in .txt.)

She was wary of the .exe file because she did not want to download it.  She picked the .txt file and would print it.


	Do not assume that users are comfortable with database references and terminology.

Do not make users do the extra steps of going into the database.  Bring the information out of the database for them.

This page should have a title like


MMEL for PC12R1, Piper Cheyenne II XL

(if that is the model that matches the number).

The list should be right here on the page.



	The other participant who tried this scenario, started from the idea that he was a "maintenance officer" and went to Mechanics.

But he found nothing useful.  
He commented

This isn't getting me anywhere.

I'm lost.

He would call a flight standards office.


	


Group 4, Scenario 5:  

You are thinking of selling your airplane.  The person who might buy it emailed you asking if the airworthiness certificate is transferable.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	2

	% searches successful
	0


	Findings
	Recommendations

	One participant started at the Pilots & Aircraft Owners page.  After scanning up and down and up and down and up and down that page, he said

I don't see anything.

He then searched, first for airworthiness certificate.  That gave 9,257 responses.  Then he searched for buying and selling an aircraft.  That gave more than 41,000 responses.  In both cases, he scanned only the first 10 entries and didn't see anything useful.  

He went back to Pilots & Aircraft Owners and to the FAQs from that page; but nothing looked useful.

He found the phone number for the Aircraft Registry Office and would call them.


	

	Another participant also first went to Pilots & Aircraft Owners.  She said she would like a How Do I… for this, like How do I become a pilot?

She looked in several categories on the Pilots & Aircraft Owners page before backing out, starting over, and going down the pathway that we expected Certification, Aircraft.


	This is yet another indicator that a much more complete How Do I…organization would match the way that many users come to the site.

	The third participant did go down the expected pathway, but he did not see the answer he was looking for and would talk to someone for the answer.
	


Group 4, Scenario 6:  

You have just repaired a leaky valve on your plane and you need to submit an anonymous Service Difficulty Report before you take the plane to Paris next week.

	Number of participants
	3

	Number succeeding
	2

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	One participant was not interested in doing this scenario.  His comment was

I have no clue.  I have never heard of a Service Difficulty Report.

This person was a young student who is a GA pilot.  The other two participants were very knowledgeable AOPA employees.

What is a typical level of knowledge of a typical GA pilot?


	Get to a real representative sample of actual GA pilots (not AOPA employees, not student interns) and find out what terminology they know.

If everyone who needs to file an SDR knows what it is called, we can dismiss this example.  However, my experience and some actual research on other government documents indicate that people in an agency often greatly overestimate their outside audiences' familiarity with the terminology.

	The other two participants found the answer.  One found it directly and quickly on our expected pathway through Mechanics.

The other first looked under How Do I…Report…


	Prototype and test an organization that is primarily 


How Do I… 

but that also has a section in the main content area for


Select topics by who you are


Group 4, Scenario 7:  

You are a GA pilot traveling from Miami, Florida, to Lexington, Kentucky, to transport a horseracing jockey to her new job.  Part of your flight preparation is to find out the radio (ATC) frequency of Franklin Wilkins Airport in Lexington, Kentucky.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	6

	% searches successful
	0


	Findings
	Recommendations

	None of the participants clicked on Air Traffic Facilities, the pathway that we expected.

 
	Do not assume that Air Traffic Facilities is a term that is meaningful even to experienced GA users.

	The AOPA librarian, who succeeded at all the scenarios she tried, was the only one who found the answer to this one.

And even she struggled.  From Certification, Airport, she went to Airports Home and then chose Airport Data.  That did not work.

Back on Airports Home, she chose Airport Links and then got to AIRNAV.com

She commented

I feel like I'm just digging down.

The other AOPA participant also got to Airport Links and Airport Data, but found nothing useful on either.  He was looking for the name of the airport or the city, not for another site.


	Airport Data sounds like a logical term for information about airports.

Consider adding facilities like Franklin Wilkins to the data on that page.

Do not assume that users know what data is on what site.  


Group 4, Scenario 7 (continued)  

	Findings
	Recommendations

	The AOPA librarian began by saying she would use the AOPA site for this.  She found what she needed at another site, AIRNAV.com, not at FAA's web site.


	If another site has an excellent database and excellent presentation of the information, consider arranging with that site to link to its data.

Link to the actual data at the site, not just to a link with the site's name where users have to know what data is on what site.  (The second AOPA person also got to the Airport Links page but apparently did not know that going to the AIRNAV site would give him the information.)

A downside of linking to another site rather than having the information easily findable at www.faa.gov is that it will not show up in a search.



	The two unsuccessful participants searched three times each.  Their search terms were:  airport information, airport frequency, aeronautical charting, radio frequencies, airport facilities directory, "airport facilities directory"


	

	The student went to How Do I …Get…to FAA Publications because he knows there is a paper facility directory.

In the end, he said he would go find his copy of the book.


	We did not see other uses of publications to find information, so I would concentrate on getting the information to be easy to find on the site rather than focusing on getting paper books on line.


Group 4, Scenario 8:  

You are a mechanic and a customer comes into your shop with a frayed shoulder harness number for her GA aircraft.
You need to find a supplier for a kit for a particular type of aircraft to replace the shoulder harness.

	Number of participants
	3

	Number succeeding
	2

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	Two of the participants found this fairly easily.  The word "mechanic" in the scenario may have triggered them both to go to the "mechanics" section of the web site.

Shoulder harness kits is an entry on the first page in the mechanics section.


	Make as many items as possible visible just below the home page, with a brief description, if needed.

	The third participant first tried searching for aircraft supplies.  That gave him more than 10,000 responses.

When the facilitator suggested navigating, he tried How Do I …Find…More – and then gave up.


	


Group 4, Scenario 9:  

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

NOTE:  The airport operators also did this scenario.  See group 3, scenario 4.

	Number of participants
	3

	Number succeeding
	2

	Search attempts
	4

	% searches successful
	0


	Findings
	Recommendations

	Two of the participants tried to find this by navigating with no success.

One of those two knew that she wanted the AIM.

None of the participants connected this scenario to airport safety, the pathway that we expected.


	If this is something that users are likely to come looking for, link it to other places in the navigation in addition to airport safety.  (These users might have thought of the paths they used because the scenario said "pilot's license."  If we had worded the scenario differently, they might have thought of safety when landing at an airport.)

	Two of the participants knew the information is in the AIM, which one of them called the Airman's Information Manual.  The other knew the name now is Aeronautical Information Manual.  Searching on those names, however, brought back 27,934 and 29,071 responses respectively.  

The actual manual was NOT the top choice in either search.  In fact, Airman's Information Manual was not in the top 20 of a search on those words.


	Most users put in several search words meaning them as a title or certainly as "give me results that have all three of these words."  The search engine is not working that way.  The difference is why at least two participants urged FAA to use the Google engine.

	Both users took a URL that was to a page deep within the manual and manipulated it to get to the beginning of the manual.  They then scrolled and searched (with CTRL-F) within the pdf of the manual to find the information.


	Do not assume that most users will know how to use the URL at the end of a search result to get to a document that shares part of that URL.

	The unsuccessful participant tried Airport Operators and then How Do I…More.., then General Aviation.
	


Group 4, Scenario 10, users' personal scenarios:  

	Scenarios
	Comments

	Regulations and rulemaking
	

	Press releases
	

	ACs
	


These are questions that the AOPA librarian typically gets:

	What should I expect on a check ride for my license?
	looks under certification, people ( training ( practical test standards



	Can you tell me how many 50 year old pilots there are in the US?
	She tries several pathways, spending quite a bit of time unsuccessfully, saying

What am I missing?

That's terrible.

and finally 

That's why I bookmark FAA.
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