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After completing this webinar, you will be able to:
ADefine 0Us eAnaly§isandDesige d

A Describe why User Centered Analysis and Design is so
Important to the success of a website

A Descri be -Btagep®pxldtoUser Centered
Analysis and Design

AExplain what is meant by a o0me
A Identify the various methods for gathering user insight
A Explain the purpose of and types of usability testing
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What Do Users Want on a Website?

Things on the Homepage of a Things That People Go To
University Website the Website to Look For

Virtual

Campus  Tour
Photo
Slideshow

Alumni in

Promotions  the News
for Campus

=vEns Letter from

the

President
Press

AleaEes Statement

of the
School 0s
Philosophy
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Information
Content Architecture?
Strateqy?

Features &
Functionality?
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UCA&D should be conducted early in the design process. The freedom to
design is high in the beginning, when we know the least. Getting smart
early allows us to incorporate good ideas before the site is frozen.

High
High

2

§

s
Low

Low

\

Time
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Design Strategy- St akehol der so6 | deas
Strategy, Target Audience, Requirements, Issues, Constraints

Profiles and PersonasoUser, Task, Environmental, Personas

Data Gathering & Analysis d Interviews, Contextual Inquiry,
Focus Groups, Online Surveys, Web Logs

Scenarios & Task Analysisd Make abstract models concrete;
Used across design life cycle; Aid in testing

Information Architecture & GUI Framework & Categorical
schemes, navigation structures, labeling systems
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STAKEHOLDER PERSPECTIVE
FINDINGS SUMMARY

Date: 01/22/2010

Prepared by: Susan Ward, Sr. Information Architect

Project
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PROPOSED WEBSITE GOALS & OBJECTIVES

1 The goals and objecties of the new ABC. org wbshte are described in detail belaw.

Website Goals Achieved Via the Following Objective(s) Benefit

“The new NAIS.org website  “Given the NAS website...”

must .

Ensure that website vistors | Users wil be able view content and promational | Lisers feel knawn,

(who are ABC members) feel | items based n user profie/preferences and wsage | recogaized, snd valusd,

[ ., and valued are ed to their user I, [ which makes them want

when they use the website, | Personalization) to come back again and
Bgain and choose AL over

|ASC will rack the user’s mast recent activity and | athes sies.
urage patterns will taki pracedent over older utage

atterns and ceflect I patler in e prsanalized
content displayed to that user.

Be The Hub for sharing Users wil be able to Interact with £ach using Users can share
information and bringng ABC | forums/isiserves, blogs, wikis, social mediasite | knowledge and learn.
coratituents tgether integration, chat, photosharing, user generated

[Eiminating ol competiion). | content, share. Usersfeel recopnized and

valued because they can
cantribate content

Increases the value of
membership.

el e awareness about the | Users wil be abie o scoess content sbout the vaius | Advocecy and gubbc
i ieompares | service.

vale p schodt

education. (advocacy) other educational chalcs.
Increase independert

scheal envallment

Tnelide an improved system amd | Comtent wil be able to prow and transiorm over time | Save ABC time /maney on

sssocited processes for e 10 enhanced salabitty. content managemment

creating, malntaining, and

storing content that would | Wil wize a conters management sysemthat | Reduce calls to customer
4B 52 THE Knawledge | sllows 4BC o easiy m ral cantert.

Centerfor indsgendent Gevelagment, publis chivig processes.

cducaion

Incresse the value of
VAL utitze a contert management system that membersnip.

aliaws ADC to easiy provide related resources and
contentto users, based on internal taxonomies,
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Competitive
Perspective

|
—— 8}

Competitive Analysis | Teaeses

Good Example - Site Search

NAIS.org has implemented a very robust global site search powered by the Google Search Appliance. The search system is directly
accessible via every page on the site, the results appear quickly, and above all, the results appear to be accurate. Search
keywords match the site’s native content as well as words within documents on the site. Search Tips and Advanced Search are
provided. I

1

A TTL
, .‘ /L, The Search input field is
e i S -/ accessible from anywhere on
ABOUT CAREER ADMISSION & RE the site, making it easy to
NATS CENTER FINANCIAL AID —

- search from anywhere.
|Quick Search - = Additional searches are

available from the results
page.

There is an
Advanced Search
option.

b_Image 2 |__Appliance

wch ¥’
Search [T )

Others sites don’t

Admissions
offer advanced

search options. @arch Results 1- 10 of about 17900 for Admissions h took 0.28 second ) Searchtips are
Next> Sont by date / Sort by relevance J provided.

Admissions Officers’ Pet Peeves
... schools (teacher recruitment, curriculum. fund raising, professional fievelopment
enrollment. tuition, financial aid. admissions, marketing, dwersity, and...

There are user-
selected filter and
sort options to make

/,L‘ Browsing by Topic
< or Type is offered.

8&amp.tn temhum

it possible to view
the search results in
a more manageable

The Admissions Process: What Can We Ask? What Should We Do?
.. schools (teacher recruitment, cumiculum, fund raising, professional development
encollment, tuition, financial aid, ad s, marketing. diversity, and ...

nais. org/govemment/article.cfm7itemNumb

Other sites don’t
offer any browsing
options.

Race Considerations in Admissions and Financial Aid Decisions
.. schools (teacher recruitment, curriculum, fund raising, professional d
encollment, tuition, financial aid. admissions, marketing. dversity. and ...

/) Content titles,

/  descriptions, and
keywords are clearly
identified allowing
users to select the
content that satisfies

2008 NAIS / AISAP Admissions Suvey their needs.

... schools (teacher recruitment. curriculum, fund raising, professional development

enoliment tuition financial aid ions marketing dnersity_and

Why Didn't You Accept My Child? Admissions Decisions in ...
.. schools (teacher recruitment, cumiculum, fund raising,
encoliment, tuition, financial aid, admissions, marketing. diversity. and ...

nais org/government/article cfm?itemNumb 4

Keywords are
/' highlighted in the
search results.

) SR
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Expert

erspective

Areas for Improvement

Navigation

® The main menu appears broken. When you roll your mouse
over one of the buttons, the drop menu partially covers the
main menu button that it relates to.

Recommendation: Improve the visual presentation and
functionality of the main menu and drop menus so that
they have a clean, polished appearance.

G gury s

Overall, ABC.org utilizes a consistent global navigation
scheme. The items in the left sub-navigation match what is
listed in the drop menus associated with the global main
Menu. Additionally, when you click on many of the subtopics
in a section, the left menu expands in a consistent manner to

Summer institutas and Leadership Devaiopment TSN

o ensne it 23 e o o correncas Tagana, hase —
oppetitan i e atarbey o el aogmac b e o aey | ForFania g

T i a8 iy S e e,

show “children” pages for the selected topics. However, [ o=y

there were a few cases where clicking an item in the left oo e ks baowr 0 vad more a0 regitar o the nstiuten. Ta iew the

navigation causes the current list of links to be replaced by a s S o e
Fickioo]

completely different menu, or it took you to a different d
website. Examples: When you click Conferences & Programs > IR ThnCIaCAT Pumscanions & peocise  Rramoer s
People of Color Conference, the left menu is completely Btilng 50|
replaced by a new menu, which is confusing. In another

instance, clicking Admission & Financial Aid > School and
Student Services by ABC (555), you are taken to the 555

website.

People of Color Conference

e namber 2008, 80 b st vy o ppess o5 Pl o
o

Fasien 4 sow 432500
. X T BATS b o i o Pl o ol G
Recommendation: Ensure that the behavior and T somoes o WA Poi s e b el s ¢
presentation of all menu items are consistent throughout

the website.

Inmdorig 1 focus shui b on proving  sarchsey s decrng
copmiean fo 4o o o 42 AUER 1 AR 9S00 8 7 B0

Fadatoo
a

T npsvs User-Centered Analysis & Design

October, 2010

16



Questions

TenPSYs

User-Centered Analysis & Design
October, 2010

17



Ter p Sysage UED Process

-

User
Perspective

Stakehplder

Perspective

ompetitive
Perspective

rfapsvs User-Centered Analysis & Design

October, 2010

18



«

User
Perspective

rfnpsvs User-Centered Analysis & Design

October, 2010 19



WHO Are Your Users?

Sometimes the
people who you think
visit your web site,
are not the users who
actually visit your

web site!

TenPSYs
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WHO Are Your Users?

Validate your
understanding of who
users are by
reviewing:

A Member databases

A Registrations

A Google analytics
data

A Market research

A Other relevant data

TenPSYs
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o o I» Do Do

o

To understand what users want to DO on a
website, we must uncover their mental model

A mental model is an explanation of
someone'sthought process about how
something works

N\

Decision Information

feedback
All people have mental mode/ —
Guides all of their behavior

Users candot descri be
Drives requests for functionality

80% of usability derives from matching the
userds ment al mo d e |

UCD methods help to deepen and extend

thelrgRilRakind € Nt febtas MO d

rules model

Y

understanding of a userod6s ment al model so

that the design can support it
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Mental model of a typical morning for
people who commute to work or school

Get Dressed Awaken Myself Eat Commute
Obtain
Caffeine
Bev- Grab Drive in Worry
Get Out ISyE Some- Traffic About
of Bed thing to Skip Arriving
Drink Do Eat Break- Eat Late
Prepare Caffeine  Exer- While fast Holi-
Hair, Decide Bev- cise on day Getto
Wash Face  Whatto  Get erage Com- Break- Transit
Up  Brush Wear  Dress- mute ot fast Station Distract
Teeth ed Home with Myself
Family

Courtesy: Young, Indi. 2008. Mental Models: Aligning Design Strategy with Human Behavior. New York: Rosenfeld Media.
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Ment al Mo d e | of Peopl eodosProel at i
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Support A Cause Advocate Engage w/ Others

Join Donate Appiica- Appiica- Mail To FB/Twit- Public Group Meeting Message News News- RSS
Button Button tion tion Forms ter Links Blog Contact Calendar Boards letter
Form Form List
Member Online Volun- List of FB Online M_eeting Chat Blog
Benefits Payment teer Needs Group Applica- Sign Up
List Options Page tion
Online Use of Private
Payment Funds Groups
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A To help deepen our understanding of users and their
mental models, we:

A Conduct User Interviews

A Distribute Surveys

A Develop User, Task, & Environmental Profiles
A Create User Persona Portraits

A Conduct Card Sorting Exercises
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User Interviews are used to:

A gather ideas for content,
features, and functionality
for a new website

A gather opinions about an
existing website

A gather demographic data

A identify needs, domain
knowledge, expectations,
motivations, problems,
and usage patterns and
scenarios

%
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Surveys are used to:

A obtain data from users
without direct contact
with them

A further validate user
interview findings and to
expand your reach for
gathering user insight

A gather demographic
information and gauge
user satisfaction

A collect data both online or
offline

| 3. Demographic |

| 3/ 6 | [ s0% |

Please provide us with some background information to help us design the website around
your needs.
2. What kind of connection do you have to the Internet?
28.8 Kbps modem
56 Kbps modem
ISDN

Cable modem

DRENCERENE

DSL
_ T1 or better

_ Do not know

3. Where are you located?
&/ United States

_ Other Country

[ << Prev ] I Next >= ||
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Profiles: User Type 1 User Type 2 User Type 3
A Clarify Who, What, and Age/ 45%Female, 65% Female, 45% Female;
Where Gender Median Age: 36 Medium Age: 28 Medium Age: 40
A Clarify assumptions
A Communicates Education College High School/ Associates College/
assumptions Degree Graduate School
A Hone in on things that Language English English English
affect design decisions
A Allow us to understand Computer/ Medium to High Medium High
user variation Web
A Give us a starting place for Experience
prioritizing users Job Medium to High Medium High
Knowledge
Task Medium to High Medium High
Knowledge
Work Office/Cubicle, Shared Offices, Cramped, Individual Private
Environment Cramped, Bright Dim Office, Spacious
Hardware/ Desktop PC, Desktop PC, 2.Laptop PC,
Software Monitor 1024x768; 1024x768; Monitor 1024x768;
IE Browser IE Browser IE Browser

Task — Task —> Task
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Personas:

A Describe a fictitious
person based on a
synthesis of the
information from the user,
task, and environmental
profiles, and user
interview findings

A Provide composite
examples of typical users

A Shouldbe kept in mind
when making all design
decisions
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