www.faa.gov Usability Test Report,  , Part 6


Test dates:  June 21, 24. 25, 2002
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Usability Test Report (Part 6)
Vendors (Group 5)

	3 participants:
	three consultants who sell services to FAA


Group 5, Scenario 1:  

You are a business owner in Washington DC and you want to know what kind of opportunities exist to sell 
your services to the FAA in the Washington DC area.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	All three participants in this group succeeded in this scenario by using How Do I…Do…Business with the FAA.


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



	The Contracting Opportunities home page caused people to pause.  It has information and instructions in the center and all the links on the left.  The instructions tell people to look to the left to find the links.

The center information starts with details about session cookies.


	Research shows that people look first in the middle of the page.  Put the options in the middle.  That would eliminate the need for most of the instructions – and give you room to give a few bullets or a very brief description under each option.

Every site needs a privacy policy and a link to that policy, but it need only be a link in the footer – not the first piece of information on the page.



	One participant mentioned that she knew FAST but not EPS.


	Many people coming to look for contracting opportunities will not know either acronym.  Explain each program with a brief (5 to 10 word) description of what it is and who it is for.




Group 5, Scenario 1 (continued)  

	Findings
	Recommendations

	The list of contracting opportunities uses frames.

Not everyone has frames.  Frames are difficult to bookmark – and the contracts page for a particular region is something that users might want to bookmark.


	Do not use frames.

	One participant mentioned that it is difficult to know which region you want because the states are not listed, so you do not know which states are in which regions.

This issue came up in other lists of the regions (particularly on the FAA Offices page).

The frame structure makes it difficult to list the states.  This would be another reason for not having frames.


	List the states in each region.



	At the end of this scenario, participants had to get back to the FAA home page.  One did it by using the history, another by backing all the way out.  There is no connection to the FAA home page on the Contracting Opportunities page. 


	Include the FAA masthead with the link to FAA home on every page in the FAA web site.


Group 5, Scenario 2:  

You want to find out how to apply for a research grant.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	2

	% searches successful
	100%


	Findings
	Recommendations

	All three participants first looked for this information under How Do I… That may have been because they were successful doing that in the previous scenario and this scenario seemed similar to them.


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



	Two participants then searched for research grants.  Both selected the first result, Aviation Research Grants and Contracts.


	This is one of the few times that search brought back an appropriate web page (rather than a document) as the top choice.  Figure out how to get search to do this much more often.



	The participants then scanned the page at


www.faa.gov/ahr/Edu/hbcus/grants.htm
They did not read.  They were looking for keywords.


	Make pages like this much less text heavy.  Follow plain language guidelines for making text easy to scan.

Include headings.  (See the next point.)

	Both liked having a point of contact.  They would use that.  

However, neither noticed that the contact information was NOT for all grants and contracts but only for those related to minorities (because this is related to information for HBCU –Historically Black Colleges and Universities).

The page of text has no headings to divide the information for everyone from the information for HBCU researchers.


	Put lots of headings on all pages, especially when different information on the page is for different audiences.

Spell out acronyms.  The page never tells what HBCU stands for.  (The bottom of the page has a link back to the HBCU menu, but our participants did not come to this from an HBCU pathway – and many other users will also do the same.)

Include contact information on pages like this, but be explicit about who and what the contact is for with the contact information.  (Users are likely to go directly to the contact information without reading the paragraph that leads up to it.)




Group 5, Scenario 2 (continued)  

	Findings
	Recommendations

	One participant kept going, trying to figure out what the links in the left navigation bar were on


www.faa.gov/ahr/Edu/hbcus/grants.htm
He concluded that they are other HR links but only after some time.  He suggested that they have a header telling users what they are.


	Consider issues related to the left navigation bar for all parts of www.faa.gov. 


· Should there be one on all pages below the home page?  (Probably yes)


· How should it change from section to section within the overall site? (Probably should reflect the same type and level of information at each subsite)


· What types of labels should each section of each left navigation bar have? (Probably should have a label that covers the links and tells users what they are looking at.  In this case, the label might be 


Other Human Resources (HR) Topics



	This participant thought he might want to go to the HR home page from here.  He clicked on home at the top of 


www.faa.gov/ahr/Edu/hbcus/grants.htm
He thought he had gotten to FAA's home page, but in fact he had gotten to the HR home page at


www.faa.gov/ahr/index.htm 

It looks so much like the FAA home page that many users are likely to be confused.

Home on this page stays on the same page.  There is no link back to the FAA home page.


	Make sure that every page of the FAA web site has a link to the FAA home page.

You might make the FAA logo a live link, but do not rely on that as the only link to the FAA home page.

Label all instances of Home to indicate what level of home page they go to.

Develop a design for the entire site that makes the FAA home page unique and makes all home pages for subsites similar but different (that is, have a template for them that signals this is a unit home page, not the main FAA home page, and this is this unit's home page rather than that unit's home page).

Most sites use color or shades of color to differentiate one unit's site from another.




Group 5, Scenario 3:  

You manufacture airport lighting equipment and submitted changes to a draft advisory circular on lighting equipment 
(AC 150/5345-53B).  You want to see a copy of the current draft of the advisory circular to see if the changes you submitted were added.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	3

	% searches successful
	0


	Findings
	Recommendations

	All three users searched because they had a specific AC #.  All got the same search results and selected the first relevant looking document, which was a pdf dated 9/8/00 – not the current draft.

Only one user realized that this might not be the current version.  Note that if users do not realize that they are in an out-of-date document, they may get information that is not accurate or even take actions that are not appropriate.


	Take outdated documents out of the database that is being searched. 

If old versions must be made available, set the search parameters so that date is weighted in the search and the most recent document comes highest in the results page.

 


Group 5, Scenario 4:  

You are doing research in fire safety and have learned that the FAA published a report following the ValuJet Crash 
(where oxygen generators ignited in the cargo compartment of a large commercial jet).  You would like to get a copy 
of any reports on fires in cargo compartments of commercial aircraft.  Can you find the report on the web?

	Number of participants
	2

	Number succeeding
	0

	Search attempts
	2

	% searches successful
	0



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

	Findings
	Recommendations

	Two participants wanted to search.  One tried


cargo fires on commercial jets

The other tried


"fire" "cargo"

Both searches resulted in more than 33,000 results.  Both participants looked only at the beginning of the list of results.  One didn't even try to open any.  He went to try to navigate from the home page.  The other opened the second one in the list – even though the title said "International…" and then quickly gave up on the entire scenario.


	Notice how users string keywords together.  They always mean "all of these."  The search engine must be reading this as "any of these."

No search should bring back 33,000 results when users never went beyond 20.


Group 5, Scenario 4 (continued)

	Findings
	Recommendations

	Two participants selected Aviation Safety from the home page.  (One started there; the other went there after searching.)

One got to the NTSB NASDAC query tool at 


htttp://www.nasdac.faa.gov/pls/nasdac/NASDAC.

wwa_app_module[followed by a session ID] 

He filled out just three fields: 

· typed cargo compartment fire in the first field

· selected accident for Event Type

· checked Cause Report

In the section with the large title Display Options, a note in small type says "By selecting a box you are deleting that option from the report."  The user checked the one box that he wanted included in the report.

He got a results page with no results.

The page was so confusing that he was stuck.  He would have quit, but the facilitator took him to the AAR site.


	Test the NTSB NASDAC form with more users.  From this brief experience, the query form and the results page need work.

Do not ask users to do something that is totally contrary to their mental model.  (This user's mental model for display options was "check the ones you want included."  He either did not notice or did not heed the note in small type that says the opposite.  Putting the note in larger type is not likely to succeed if the users' mental model is to check options to include in the report.)

The submit button is only at the top of the query form.  Users are at the bottom of the form when they have finished filling it out.  If you think some users will only want to fill out fields near the top of the report, have submit and reset buttons at both the top and the bottom.

Make the results page clearer.  The format in which the participant's query is repeated back is not easy for users to understand.  It is in all caps, in paragraph format, as one long string with underbars.  That is programming language; not users' language.



	After many wrong turns, the third participant got to the AAR site at


http://research.faa.gov/aar 


This page has a large picture taking up prime real estate, an animated flag, a great deal of text, and links on the left with no heading.  The user commented

No need for the flying flag.

He also commented that the very large FAA banner on top made him think he had not changed to a subsite.


	On pages like the AAR page:

· Do not include animated symbols.  The animation draws the human eye towards it and keeps people from getting into the content.  It quickly becomes annoying.

· Make the FAA banner smaller on subsite pages to distinguish them from the FAA home page.

· The top center of the web page is where users look for the main content.  Do not let a large picture take up that critical space.

· Reduce the text greatly to a few scannable points.

· Tell people what the links lead to.  Move the main links to the center of the page.


Group 5, Scenario 5:  

You are a construction contractor specializing in airport runways.  You understand there is a push at the FAA 
and at airports across the country to build more runways.  You want to know the schedule and location of new runway construction, so you can start planning bids on the jobs.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	6

	% searches successful
	0


	Findings
	Recommendations

	Two participants wanted to find this under How Do I…Do Business with the FAA.  


	Notice again how users think of this as doing business with FAA.

If most users come to this section (How Do I Do Business with the FAA) looking for information like that in this scenario, either 

· move the modernization schedule and location information into this part of the web site as "future" plans"
or

· provide a link to the place on the site where the information resides – not in a pdf but as web information




Group 5, Scenario 5 (continued) 

	Findings
	Recommendations

	Both wanted to search within Contracting Opportunities.  One searched for new runway construction and got no results.  The other searched for runway construction schedule and got a few results that were not useful.

The person who got no results was confused because the page that came back has the instruction:

Please click on the title to view details or click on the attachments to download attached file.

Only after that does the instruction go on to say the if you see nothing more on the page, there is no information available.


	Offering a search function within a section like Contracting Opportunities is good.  Participants asked for local search capability in many sections.  Continue to offer search.

Have separate instructions for pages that have no results and pages that do have results.

· On the page with no result, put a message like this:


Contracting Opportunities does not include 

any information that matches your search 

request.


If you can give users hints on how to search more 

effectively, do so.

· On a page with results, you may not need to tell users what to do.  Do usability testing of searches that have results.



	One participant thought he would like to sign up for the email auto notify, but then decided not to because he would want to specify only certain areas of interest.


	Consider coding contracting opportunities so that users could sign up by areas of interest.

	This participant also objected to the acronym FAST as the only word in the link.  As he said

As an outsider, I have no idea what this is.
	Do not use an acronym by itself as a link.  Spell out what it stands for and give a very brief (5 to 10 word) description of what it is about and who it is for.



	The other participant who went to Contracting Opportunities next chose Procurement Forecast and then selected Search on the page she got to:


www.sbo.faa.gov/sbo/forecast/hq.asp 

She was surprised to find that she was at the main FAA search, not a local search as on the previous page.


	Always indicate what is going to be searched.  

Set up standards and templates for all parts of the FAA web site.  The way this scenario played out shows how users move from one part of the site to another, thinking they will find consistency in how it works and being lost and confused when it does not work consistently.




Group 5, Scenario 5 (continued)  

	Findings
	Recommendations

	The third participant started at Air Traffic but then found nothing relevant, saying

I would go to search just because nothing here is grabbing my attention.
However, searching for runway construction and then for runway construction schedule yielded no useful results.

He eventually did try Modernization from the home page but wanted topics and categories not just documents.


	Take information out of documents and make it available as topics on the web site.


Group 5, Scenario 6:  

Your airport is planning to build 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 your state.

NOTE:  The airport operators also did this scenario.  See group 3, scenario 10.

	Number of participants
	2

	Number succeeding
	0

	Search attempts
	4

	% searches successful
	0



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

	Findings
	Recommendations

	One participant, a contracts administrator with more than five years experience in a company that does business with the FAA, did not know that FAA has regional offices.

 
	Do not assume that vendors know about the regional structure of FAA.

	One participant was actually looking for an FAA organizational map to find the regional office.  He did not notice the link to FAA Organizations on the home page, nor did he apparently see the How Do I…Find… link to FAA Offices.  He went to the site map, but then backed out.


	Redo the home page.  The number of links may be so overwhelming that users who are scanning quickly just don't see links that are there.


Group 5, Scenario 6 (continued)

	Findings
	Recommendations

	Two participants started by thinking this was about regulations.  The word "requirements" in the scenario may have triggered that.  The prominent placement of Regulatory/ Advisory on the home page may have triggered that.  

Both, however, realized that was probably not a good choice, but as one said

Now that I've seen the home page a lot, I don't know where to go.


	Redo the home page.

	One participant then went to Airport Operators, Engineering and saw the list of names and a phone number at the top.  He had spent only a few minutes on this scenario when he said,

Even though I'm a web kind of guy, I've spent enough time.  I'd call.

The phone number is for the division secretary.  Would she know how to direct a call about this scenario?


	If you do not want to be inundated with calls, you will have to make the information easy to find on the web.



	Once again, searching yielded thousands of responses but none that helped the participants.


	Make fixing the search a very high priority.


Group 5, Scenario 7:  

A. You own a small communications technology business making digital radios and you are interested in expanding beyond your current client base.  You've heard a lot about FAA modernizing its air traffic control system and infrastructure.  You want to find out whether your company offers the kinds of products that the FAA might need over the next five years (digital radios).

B. You find some information, but are still not sure whether it's a good fit for you.  Can you find the name and phone number of someone to talk to?

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	The one participant who tried this would have looked at Air Traffic.


	Air Traffic seems a logical link for discussing all aspects of the air traffic control system, including future plans.  Put a link in that section to "future plans."



	He then searched for digital radios.  The 233 results did not help him.

If search is only looking at titles, information inside large publications is not going to show up in the search.


	Work on this problem from two sides:

· Take information out of large publications and make it web information.

· Train content owners to provide metatags to major topics within publications.

	The facilitator helped him go to "modernization" but he said he would not have because that word did not mean anything to him.


	Avoid using internal jargon, especially as the first link on the home page.

	Once in the document, he found the section on digital radios, but then went all the way back to the home page to try to find a name of someone to contact who deals with communication.


	If you want to include contact information for people related to specific topics, always put it directly with that topic.

	He was unsure that he had all the information because he did not know how many pages were in the document (Blueprint for NAS Modernization).


	This is another reason for taking information out of large documents and make it into individual web pages.


Group 5, Scenario 8:  

You are a contractor that develops expert systems.  You have heard that this is a program called Global Aviation Information Network (GAIN), an international coalition of manufacturers, airlines, and aviation organizations formed to promote and facilitate voluntary collection and sharing of safety information to improve aviation safety.  You are specifically interested in getting the names of GAIN member organizations so that you can market your services to them.  Can you find the names of GAIN member organizations on the web?

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	2

	% searches successful
	0


	Findings
	Recommendations

	The one participant who tried this scenario immediately went to search.  She even tried Advanced Seek to try to get a search for both GAIN and member together.  She abandoned that, saying

To be honest, I don't know if I'm doing this right.
	Do not assume that users are good at setting up search queries.

	She looked in an old presentation thinking that a list of conference attendees would give her a membership list.


	Once again, have search bring back the most recent items with a higher priority than older items and either not bring back presentations at all or give them also a lower priority.



	She would go to Google.


	


Group 5, Scenario 9:  

You are a junior staffer from Aviation Daily doing background research for an article on new weather forecasting systems that are being developed for use in aviation.  You want to find out what kinds of systems are being developed and what benefits they will provide.

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	2

	% searches successful
	0


	Findings
	Recommendations

	The one participant who tried this scenario first went the News Room, but then did not immediately find anything relevant.  


	See the discussion in the next section for group 6, Press and Hill. 

	He then searched and thought he was getting somewhere when he found the Aviation Weather Research Program but he did not actually find the relevant information.

This was not the path we expected.  Was he finding the right information?


	


Group 5, Scenario 10, users' personal scenarios:  

	Scenarios
	Comments

	Check on RFP status
	

	Where is the agency headed?
	

	Airline safety
	

	Labor category definitions
	

	Travel guidance (for contractors)
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