www.faa.gov Usability Test Report,  , Part 7


Test dates:  June 21, 24. 25, 2002
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Usability Test Report (Part 7)
Press and Hill (Group 6)

	3 participants:
	two reporters who cover aviation, congressional staffer


NOTE:  This group, even more than the others, was impatient with trying to find information.  They would call.  
As one said in starting the first scenario: "I'm on deadline and I'm frantic."  They are also very concerned about 
the accuracy and currency of the information.  They want to know that it is up-to-date.
Group 6, Scenario 1:  

You are a reporter working on a story about Administrator Garvey and you need a biography of her.

	Number of participants
	3

	Number succeeding
	3

	Search attempts
	2

	% searches successful
	100%


	Findings
	Recommendations

	Two participants searched, one for Jane Garvey bio, and the other for Garvey.  Both searches yielded more than 1200 responses.  The relevant page was in the first few responses, so these searches succeeded.


	Figure out why this search succeeded while so many others failed.

	The third participant went to the Newsroom and used Ctrl-F to try to find Garvey.  That did not succeed, but Ctrl-F for bio did.

Note that "bios" would not have worked because the word on the page is Biographies of…


	

	After finding the information by searching, one tried to find it without searching.  He went to FAA Organizations and discovered that in the FAA Headquarters Staff Offices there is no mention of the Office of the Administrator.


	Is this an oversight?  If it is, fix it.  


Group 6, Scenario 2:

You are a reporter in Europe.  You know what Eurocontrol spends on providing air traffic services.  You want to compare the cost of Eurocontrol services with what FAA spends to provide en route oceanic services.

	Number of participants
	3

	Number succeeding
	0

	Search attempts
	3

	% searches successful
	0


	Findings
	Recommendations

	All three participants ended up saying that they would call.  Based on prior experience, one of the reporters said

I would have called first, not tried to find it.  
It takes less time to talk to someone.

The other reporter said

90% of the time I call.
	If you want to get information to these people via the web, you are going to have to make it really easy to find.

	All three searched although one of the reporters said

I can't recall a single time when I've used [the search] and it has given me what I expected.
	If you do fix the search, you are going to have to help frequent users like these reporters and Congressional staffers realize that they should try it again.

	Their searches resulted in between 9,800 and more than 33,000 results.  One left search almost immediately; two of the three went to a second page of results (11-20).  No one in the entire usability test ever went beyond 20 results.


	Assume that if it is not in the top 20 results, users will not find it.

	The participant who searched for budget and oceanic got back as the first two results:

...a/html_infotech/cas/costdata/files_ppt/ 
...a/html_infotech/cas/conf1999/files_ppt/  
Both of these led to pages that said 

You are not authorized to view this page

	Do not bring back as search results something that will lead to this message.




Group 6, Scenario 2 (continued)

	Findings
	Recommendations

	Two of the three participants went to Air Traffic because they thought oceanic services belonged there.  That was not the path that we expected.


	Should there be a link to this information through that pathway?

	One reporter did then try FAA Financial, the path that we expected and he got to the '03 budget in brief.  But when he scrolled through it looking for a line item on en route oceanic services, he decided it would be too general and he would do better by calling.


	

	The other reporter selected a document from the second page of the search list and rapidly scrolled to a budget spreadsheet, but when he tried to look at it, it did not display.


	Check all documents that you put on the web to be sure that they work on many different platforms and browsers.


Group 6, Scenario 3:

You are a reporter with Flyer Magazine.  Early this year you received an FAA press release regarding a proposed rulemaking about anti-drug programs.  That affects many of your readers, so you are interested in it.  You need to examine the docket, yet you live in New England and can't make it down to Washington, DC.  Is there a way to examine the docket on the web?

	Number of participants
	2

	Number succeeding
	1

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	Only the two reporters did this scenario.  Both have the docket page bookmarked on their computers.


	

	One found the DMS system easily through Regulatory/ Advisory and Rulemaking.  He got to the Docket Management System and searched there successfully.

The other tried Ctrl-F on the home page, then on the News Room page, then in FAA Information Links.  As he said

I'm not good at just reading.


	Realize the time pressure that reporters are under.  They are not going to read text.  Having the right key words on the page for them is critical.


Group 6, Scenario 4:

You are a reporter with a major national newspaper.  You want to find information on the web with general numbers 
for the volume of the nation's airspace system.

	Number of participants
	2

	Number succeeding
	0

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	Only the two reporters did this scenario.  Both went to the Newsroom.  One scanned the page, tried FAA Today and the FAA Overview.  His reaction was

blah, blah, blah

He then gave up navigating.


	Again, assume that the people for whom the Newsroom is focused have almost no patience to read.  

· Cut information to bare essentials.

· Use lists, fragments, short sentences.

· Include many topics listed by the words reporters know.

	The other participant tried a few pages but said

The stats you get from the web are very complicated.  I would not use information from the web without checking first with Public Affairs.

Even when he found something, he said

I would be wary of using this.
	Can FAA make the statistics less complicated?

Think about the questions that reporters, Congressional staff, and the public might have for which FAA has numbers.

Extract the information from the publications in which it sits and put it out on the web as questions and answers.

Obviously, you will not answer every question about statistics that every user might have.  But if there are common questions that users have, this is the way to get the information to them rather than having them try to dig for it.

 


Group 6, Scenario 5:

You are a reporter for a local television station.  A general aviation plane just crashed and you are looking for as much information as possible regarding the pilot, owner, and aircraft.  You have been given the N number of the plane.

	Number of participants
	1

	Number succeeding
	0

	Search attempts
	0

	% searches successful
	--



NOTE:  A second participant tried this scenario and succeeded only after being helped.  We did not count this in our totals.

	Findings
	Recommendations

	The two reporters tried this scenario.  One said that he had it bookmarked.  The other said that he would call immediately because he would assume that the press office would have done the query and would have the information.


	

	One got to the place to register an aircraft – but not to looking up information about an already registered aircraft.  


	

	The other got to the correct page, but was not certain how to use the site.  

The page at


http://registry.faa.gov/arquery.asp 

lists the types of queries rather than talking to users about what and how they should use it.


	Instead of talking about the site, talk to users.  Try this:

You can get information about a plane if you know any of the following information about it.  Click on one piece of information that you know to get to the data about that plane.

Then list the types of information, making each a link so that users do not have to go through the extra page at 


http://162.58.35.241/acdatabase/acmain.htm 



	He did chose to inquire by N-number but he typed in N-120 
for the number when the search works only on the number without the N.


	Put an instruction on the N-number inquiry page to tell people how to fill out the box.  Do the same with other inquiry pages where appropriate.


Group 6, Scenario 6:

You are a researcher searching for an exemption requested by Raytheon that would permit United Beechcraft to operate without a TSO-C112 transponder installed in its aircraft operating under the provisions of Part 135.  The exemption was denied.  You're looking for an FAA web site where you can search for all exemptions to find the specific one you're looking for.

NOTE:  The pilots also did a scenario about exemptions.  See group 1, scenario 5.

	Number of participants
	3

	Number succeeding
	1

	Search attempts
	4

	% searches successful
	0


	Findings
	Recommendations

	Two participants felt that they had no idea how to go about this.  They searched.  However, a search on exemptions brought up specific exemptions and not the exemptions part of the web site.


	Make the relevant pages of the web site the highest priority in search results rather than documents on the web.

	One participant did not realize that Raytheon should be specified as the petitioner.  Another tried to put in transponders in the equipment field; that led to no results.  Participants wondered why some fields are gray and others are white.


	Do further testing on the Exemption search form at http://aes.faa.gov/ and then revise it. 

The suggestions in the next row are only a beginning of what needs to be done to make this form work for users like these participants.



	One participant was able to go through the navigation Rulemaking(Exemptions; type in Raytheon as Petitioner, and select one of the 18 exemptions in that list.

However, the pages with the exemptions are not easy to use.  Another participant eventually got here but did not click on View Document.


	On http://aes.faa.gov/ put the Search button at the end of the form and not off to the left.

On the page with the search results, make each line clickable rather than making users select a line and find the View Document button.




Group 6, Scenario 7:

You are a congressional staffer and want to know the deployment schedule for the Standard Terminal Automation Replacement System (STARS).

	Number of participants
	2

	Number succeeding
	0

	Search attempts
	1

	% searches successful
	0


	Findings
	Recommendations

	One participant started by searching for STARS.  He selected the first result and was so dissatisfied with the page he got to at 


http://stars.tc.faa.gov/ 

that he gave up feeling lost.

I'm not sure if this is a problem with the search or with the page the participant got to.   If this is not the main STARS page, the search did not deliver the most relevant page.  If it is the main STARS page, it has too few links on it.


	For a search like this, search should bring back the main web page of the entire STARS project.

That page should have common topics that users are likely to come wanting to know about and links to information about those topics.  It should be like Ask FAA or a set of Q&As or a set of links with brief descriptions (as on www.firstgov.gov ).

	The other participant (the congressional staffer) tried several pathways before giving up and saying he would call.  He tried:

· Air Traffic, Modernization

· FAA Innovations, STARS (too much text)

· FAA Innovations, NAS OEP, Master Schedule

· Several options here:  en route congestion, arrival/departure, the pie wedges, and so on.


	His second choice to FAA Innovations STARS would have been good if it had not had so much text and instead had had links to specifics about STARS, including the deployment schedule.

Remember that busy users do not want to read.


Group 6, Scenario 8:

You are a Hill staffer.  You know that most of the FAA's security functions are being moved to the new Transportation Security Agency and want to know if FAA still intends to spend any funds on security in FY 2003.

	Number of participants
	1

	Number succeeding
	1

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	Only the congressional staffer tried this scenario.

He found the budget easily through FAA Financial and then Budget in Brief (the expected pathway).

He scrolled through the document to find the facts but was not at first satisfied.  He actually got back out and did it again trying to match up numbers to see if the different facts he was finding fit together.


	Navigating for this task worked.

However, if this is a common question that people might ask, it would be good to have an FAQ about the new budget as an option on the financials page rather than making all users work through the pdf of the large document for all their questions.




Group 6, Scenario 9:

You are a Hill staffer.  You know the FAA has been sued over its overflight fees, but you understand that FAA is still charging airlines for overflights.  You want to know more about the status of this litigation and why the FAA is still charging fees.

	Number of participants
	1

	Number succeeding
	1

	Search attempts
	0

	% searches successful
	--


	Findings
	Recommendations

	Only the congressional staffer tried this scenario.

He knew that overflight fees are about international travel and so chose that link from the home page.

On the international page, he first looked at the center before finding overflight fees in the left navigation bar.  

On the overflight fees page, he chose the first link in the center.


	Navigating for this task worked.

Notice, however, how this user like so many others went first to the center of the page and only chose from the left navigation bar when the center did not have any reasonable choice.




Group 6, Scenario 10, users' personal scenarios:  

	Scenarios
	Comments

	Proposed rulemaking
	

	Safety
	

	Research and development in FAA, budgets for, how money is being spent
	

	Aircraft fire safety
	He tries this one and goes at least 10 clicks in when what he wanted was a list of ongoing projects at the Fire Safety Lab in the Tech Center in New Jersey
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