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Introduction to Usability

Elements of
usability

Users decide if
it's usable

We say a site has good usability when visitors can quickly, easily
and pleasantly achieve their goals there.

Good overall usability requires high quality in many areas:
Suitability of the offering to the target audience, content quality,
search and navigation facilities, response time, ease of interaction,
readability, and attractive appearance.

If your site competes for visitors, you may aim for an outstanding
degree of usability in order to defeat the competition. If the site
primarily serves your employees, customers or partners, then
outstanding usability may be cost- effective for you as well as
building loyalty. It can be useful to think of the user experience at
your site as a particularly powerful form of direct branding. Make
sure that experience associated with “using” the brand is a positive
one!

Usability is ultimately judged by the users themselves, so site
owners should follow a user-oriented design process when
establishing or revising a website. To ensure a good result, FAST
advises user testing combined with other forms of usability
evaluation to collect feedback during the design process.

If the user can’t find
it, it's not there.

Search Usability: Some Knowns, Some Best Guesses

Within the last 24 months we have witnessed an explosion of new
search technology and new search-related functionality.
Furthermore, FAST’s commitment to continual innovation means
that FAST customers face a challenge: There are as yet few de
facto standards for how the newest search functionality should
work, beyond the universal user expectation of a single input field,
a search button, and a result list ordered with the presumably most
interesting results first.!

Questions like these remain, if not wholly unanswered, at least
without proven “best practices”:

! Usability guru Jakob Nielsen in his column “*Mental Models for Search” 9 May
2005. http://www.useit.com/alertbox/20050509.html.
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¢ Is a tree-structured search navigator usable for some user
groups?

e In faceted browsing, how do we communicate which facets the
user has chosen, and how the user may remove a chosen facet?

e How can we make powerful contextual insight searches easy for
a broad range of users?

ThiS query Simple Search | | Fielded Search ‘ ‘ Similarity Search | | Contextual Search | | Advanced Controls
builder suits
search experts Search for Entities Within Specific Contexts
and technical
users, but we company  ~| having a value| with any value =] Add More
must find other, and 7]
simpler ways to Look For \Freete:ct j |c0ntaming any of the Wordsj |merger acquisition Remove EQL
let normal and 7]
people enter price ~| having a value| with any value | Remove
their queries. Find Within || The same sentence =
Show [Matches =] ™ Display Markup
Search

e When using structurally scoped searches such as “Find these
words in the same sentence,” hits will be sentences, rather than
documents. How should the result list look then? (See an
example on page 44).

Because of the current speed of innovation within search, the
design and implementation of usable search requires us to use a
dual approach:

e Apply established principles for usability when designing a
new search experience.

e Plan and carry out usability evaluations of search, and
adjust the design accordingly.

In Part 1, we show how to apply the principles of user-centered
design to the design of search sites. This part will help you create a
helpful description of what you want the design to achieve.

In Part 2, we introduce the principles for visual communication of
interaction. This part will help you and your team to discuss site
appearance within a more objective, goal-oriented framework.

In Part 3, we give our current recommendations for search
interaction design, based on long experience with design and
usability testing of many kinds of sites and applications, newer
literature, and observations of web best practice.
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In Part 4, we present various methods for evaluating usability, and
suggest how to customize a usability improvement plan for your
search site.

In addition, we suggest that you closely monitor innovative public
search sites on the internet. Be alert to the emergence of new de
facto standards within the minds of the user population. Our search
best practices newsletter will regularly point out sites of interest.
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Part 1: Defining the Search User Experience

In this part:

e Steps in Defining the User Experience

e What Role Does Search Play At Your Site?
o Your Content
o Your Market Situation

e Know Your User. He is Not You.
o Personas

o User Categories
e Usability Goals for Search at Your Site
e User Intentions

¢ Planning for Branding and Visual Design

Steps in Defining the User Experience

As the search provider, you are also a user of the search engine.
However, in this paper when we refer to the search user, we are
referring to your visitor or customer: The end user of the search.
Search users and search providers judge usability for themselves

differently.
Each individual For the For the {;!\\
user gives his 8 search user search provider ™
or her own | 77 Aﬂé’l/ \
answer: “Is y@ff;; %\\\LM
this usable for 7
me
personally?”

Our challenge
is to design an
experience that

leads many 1. 1 found what I wanted 1. Flexibility to configure and brand for
business context

different users 5. Quickly

to say, “Yes! . . . 2. Produces desired user actions
3. Without having to think too hard
3. Produces data on user behavior as
4. Oh, and it looked nice input to continuous business
development

In the first phase, aim to define what “a good user experience”
would be like for a person who searches for something on your site.
You’'ll be weighing alternatives like these:

Achieving Good Search Usability Final Draft 01.06.05 6 of 65



“Good"” varies

Should your search be very simple to use, or very powerful
and flexible? When you give the user more choices about
how to search, the user interface naturally becomes more
complex.

Will your users want to compare results, or will they want to
find a single, very relevant result? Is it in your interests for
the users to find what they want quickly, or do you need to
provide users with a good reason to want to stay longer and
view more pages?

As more and more advanced search functionality becomes
available, you will also need to ask, "Which are the features
that best meet our users’ needs and our business goals?”

Your answers to these and similar questions should evolve naturally

from site to from these major design forces:

TN

The business reasons for having search at your site;
The nature of your content;
Who your users are and what their goals are;

Finally, your goals for the user experience may be
influenced by the competitive situation and the need to
differentiate your site from others.

What Role Does Search Play at Your Site?

The starting point is to consider what role search plays at your site.
Stated in a different way, what is the basic business case for the
search you will be designing?

Who must have what kind of search experience in order to
maximize revenue / minimize costs?

How does search contribute to revenue or reduce costs?
How important is that contribution?
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Site Type Search and the Business Role of search usability
Case
Advertising- Advertisers pay to meet site visitors. Second only to content, the usability

driven Search
Sites

The content available to be searched
is what attracts visitors. Content is
primarily available through search and
search-enabled navigation.

Users’ search input may generate
advertising opportunities.

of the search function will have a
direct impact on visitor success,
satisfaction, and return visit rate.

Shopping Site visitors purchase products, The user experience of search can
Search services or content through the site. impact conversion rate, customer
loyalty and the frequency with
Search and search-enabled navigation which a customer visits the site.
help visitors locate what they want to
purchase or discover new, attractive Product selection, price, shipping
products. practice, site credibility and
payment options are other
important drivers.
Pay to Site visitors pay to search or view The user experience of search can
Search/View content. The content available to be impact conversion rate, customer
searched and viewed is what attracts loyalty and the frequency with
customers, and the search function is which a customer visits the site, but
adapted to the specific content. content quality and freshness are
probably the more important
Search must help visitors find what drivers.
they are looking for and should
provide an opportunity for cross-
selling — make visitors aware of other
potentially interesting content.
Self-service Site visitors are self-service Ideally, search helps visitors to
Information customers. They help themselves to quickly and easily find answers to

information at low cost to the site
owner, compared to the cost of
manned information or support
service.

their questions or solutions to their
problems. The user experience of
search - finding the answer - will
impact customer satisfaction and
brand perception.

An equal driver will be perceived
quality, usefulness or acceptability
of the answer.
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Site Type Search and the Business Role of search usability
Case

Knowledge Site visitors are employees, students Search enables workers to quickly

Worker or in some sense clients of the site and easily locate content relevant to

Enablement owner. The site owner has a their tasks. Search may also assist

legitimate interest in making visitors
effective in their work or tasks. Either
the site content or the searchable
index represents information that the

with basic analysis of large amounts
of information. The user experience
of search can impact both
motivation and productivity.

site owner wants to be known and
used.

What is Unique About Your Content?

Pause here for a moment to consider the nature of your content.

What content can you offer that cannot be found elsewhere - or
cannot be found so easily elsewhere? Does your content have
exceptional quality or structure? Especially rich metadata? Do you
offer an unusual and useful combination of content?

Your content offering will strongly influence who your users are and
what kinds of tasks they will perform. Conversely, you may make
decisions to obtain new content or process content differently
based on which users you want to attract.

What is the Market Situation?

The competitive or market situation may also be an important force
influencing your design of the user experience.

Pause again and consider questions like these:

e Who is your competition, and what kind of user experience
do they offer?

e What alternative sources of information are open to your
potential users? What do users have to do to locate and gain
access to the information?

e What can search contribute to superior user experience at
your site?
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» .
~ s Tip:

Try out similar or competitive sites on the Internet. List strengths
and weaknesses

Know Your User. He is Not You.

A set of
Personas is a
small gallery of
fictional users

You are not the user. What you like is not necessarily a good gauge
of what the general population of your users will like.

Personas

A useful technique for understanding your users and remembering
that they are different from you, is to define a set of Personas.
Each persona is a description of a fictional user. Give each persona
a name. Describe their jobs, backgrounds, skills, hobbies and
personalities.

Aim for 3 — 10 personas, depending on the complexity of your
offering and the breadth of the user population you are trying to
reach. Except for an Intranet your personas should be normally be
external users. However, in case you have limited operation and
maintenance resources you might choose to define one internal
user, “webmaster” or “search maintenance expert” and consider
the impacts of your other decisions on this persona’s task load.

Taken together, a set of personas should represent the breadth of
your target user group across relevant demographic variables. For
example, if your search is specifically for medical personnel, you
might decide that you need a GP, a specialist, a nurse-practitioner,
a nurse and a medical researcher among your personas, because
you would expect that type of competence would influence search
goals and search vocabulary. But you might not feel that it was
especially important whether a user lived in the city, suburbs or
countryside. On the other hand, if you are defining a directory of
services, you will want to consider how users’ goals will vary based
on where they live.

As you work with the search design, consider your personas one by
one: Would this person understand and like this page? Why or why
not? Working in this way also helps you to recognize that all users
are not alike.
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User categories

We have often found it useful to consider search users in relation to
these categories:

Category

Example

Search behavior

Normal users

A second grade teacher searching at
www.flowers.com

A baseball umpire searching at
WWww.amazon.com

Look at links first

Don't always know the right
keywords to enter

Misspell; make typos
Don’t understand Boolean
logic

49% of their first queries fail

Domain experts

A medical doctor searching a
medical abstract database.

A stock broker searching a financial
site.

Do know the right keywords
Make typos

Do not formulate Boolean
queries correctly

May find query entry laborious

Search experts

A software engineer searching at
www.flowers.com

Misspell; make typos
Don't know the right keywords
May find query entry laborious

Are especially impatient of
irrelevant results

Double experts

A computer science professor
searching www.acm.org

A programmer who has worked in
the financial industry for years,
searching a financial site.

Misspell; make typos
May find query entry laborious

Are especially impatient of
irrelevant results
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Usability Goals for Search at Your Site

When you’ve considered your business goals for search, your
content, your users, and the competition, you're ready to set the
usability goals for search at your site. We suggest that you select a
maximum of three to four goals and put them in order of

importance.

Prioritizing this list is difficult, but the task helps stakeholders to
develop a consistent vision. It helps to prevent later “whipsawing”
in the project, where different stakeholders pull in different

directions.

The prioritized list guides further design work. It enables your team
to resolve disagreements by considering which alternative best
supports the most important usability goals.

Sample Usability Goals for Search

These are individual usability goals taken from a variety of different
sites. Are any of these goals appropriate for your site?

The terms used as
navigators must be
consistent with our
users’ specialized
vocahtilarv.

find any product by

Our users need the
highest possible
number of relevant
results on the first
result page.

Since we have a
majority of older users,
it is vital that they see
that they can adjust

To reinforce our

It should be possible to

trustworthiness, we

‘ze of the text

need a clear distinction

clicking only, no typing
should be required,
though typing should

ha nnccihla

and results

between advertising

Achieving Good Search Usability
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Sample Prioritized List

Here is an example of a whole prioritized list of usability goals for
the search at a classified (ad-driven) site. Would you prioritize in
the same way if you were the site owner?

1. Easy to place an advertisement with picture(s). 60%
of all users who proceed past the price information should
succeed in placing an ad. Because ads with pictures are
preferred by search users, our pricing policy and
interaction should both encourage and simplify the use of
several digital photos.

2. No 0 results. Search must be designed so that visitors
always get something when they search, if not exact
matches then links to possibly relevant categories, popular
searches, or cooperating sites. We will need to assign
people to regularly check the search log for which
searches give 0 results and take appropriate actions.

3. Find out where he is. Input interaction designed to
encourage user to choose or designate a location, so that
we can sell advertising space based on what he’s looking
for and where he is.

4. Result presentation aids comparison. Document
summaries must be formatted so that comparable
information is in the same place in each result, so that the
user can easily scan the result list for price, location, or
other key factors.

Usability goals may address issues that must be solved in different
ways; not only by how web pages are designed, but perhaps
through pricing policies, or regular tasks. For example, Goal 2, “*no
0 results” can only be achieved by a combination of interaction
design, relevance tuning, and continual follow-up activities.

Can you see how business goals influenced the sample list above?

e Goal 1, “easy to place ads with pictures” also sets an
objective criterion for whether the goal is achieved. In
effect, the site owner is asking for a 60% conversion rate for
ad-placing users who have presumably decided to purchase
an ad. This type of goal is usually more costly to test and to
achieve; such goals should normally be reserved for areas
that have a proven direct impact on ROI. Here, that would
be ad volume and revenue.

e In goal 3, site owners set a goal for interaction design based
on a business goal, rather than from user friendliness
motives. This is perfectly legitimate - it’s their site. What's
important is to get the goal into the list from the beginning,
so that the appropriate user interaction can be designed and
tested.
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“Know your users” also influenced the sample list:

e Goal 1, “easy to place ads with pictures” arose from
observing users test competing sites: We saw that they
favored ads with pictures. This drives an interaction goal for
ad placers (easy to place ads with pictures) and also fuels a
business decision: We won't charge extra for placing
pictures, because it is a way to improve our site where the
ad placers do the work.

e The same observations made it clear that search users
preferred a tabular layout for results. Scanning result lists of
classified ads is a shopping activity, where ease of
comparison was important.

User Intentions: Examples of What the User Wants

User Intentions (sometimes called use case scenarios) is a
technique you can use to decide what functionality and content to
include at your search site.

Getting the It is good business to ask what the users want and then supply
right. that, even if it is harder or more expensive to do so. Saying “This is
what we've got, and therefore this is what sensible users will want,”
often ends badly.
Brainstorming a long list of user intentions can help your designers
to keep in mind the variety of needs to be fulfilled.
Take each of your personas and try to write a list of thoughts this
person might have foremost in his or her mind when coming to
your site or looking for your search function. For example, here is
an excerpt from a longer list of user intentions for the Internet
Movie Database:
User User Intention Ideas for functionality
Fan “Mmm, I like Viggo Mortensen, Names searchable
what else is he in?”
Agent “Are my top chaps getting sufficient “My page” a place to put links to the
coverage here?” pages I check often / searches I often
perform
Easy to see when info was last updated
Agent “There’s some misleading Link for communicating with us on each
information here, how do I correct page.
it?” Consider whether to let others than us
update. Shall we check everything, or
not?
Viewer "I can’t remember the name of it, Keywords, era-search, similar search.
but I saw it when I was a kid early  pemember to include where movies can
in the 60’s and it was about the be obtained.

Vienna Choir Boys. I sure would

like to see it again.” Let others add keywords? Big project to

add them ourselves?

Achieving Good Search Usability Final Draft 01.06.05 14 of 65



User

User Intention

Ideas for functionality

Music lover

“Who did the score for Local Hero,
that was great music. I'd like to
hear some more music like that.”

Include score information, composer and
musicians for each movie. Names of
tracks?

Actor "I want a part in Jackson’s next Name search, Contextual navigators on
movie. Hmm...what else has he person entity. Extract person entities
done, and does he favor my type of based on role: Director, Producer,
artist?” Author, Cast, Crew. How granular should

we make these roles? Down to title on
film?

Gambler “Before I bet on the Oscars, I want  Oscars page. Oscars’ archive. Prominent

to see who’s nominated and what
for. Maybe I can figure the odds by
finding out more about the
movies.”

link / promotion in “Oscar season”

Trivia lover

“I'm going to learn the chief grip’s
name for every movie that ever
won an Oscar.”

Awards entity extraction?

Do you see that user intentions are very different from functional
requirements? Users don’t actually come to the site thinking, "I
want it to be possible for me to search on the Title field.” And the
user intention is not satisfied by the existence of a function - the
intention is satisfied when the user can achieve her goal; which
means the necessary function must not only be present, but must
also seem natural and easy to use for the purpose that she has in
mind.

A long and creative list of user intentions can help you to think of
new, differentiating functionality to include at your site.

User Intentions from Observation or Focus
Groups

Although brainstorming user intentions is quick and easy way to
get started, you may soon need more certainty that you have
chosen the right functionality for your search site. Field techniques
such as user observations, interviews and focus groups are more
time-consuming and costly, but they allow you to validate and
correct your list of top priorities.

Consider using field techniques when:

e You can't afford to swing and miss. “Launch and learn” is
cost-effective in some cases, but in high-profile projects,
very expensive projects, or very competitive markets, you
may only have one chance to make a successful impression
on your target customers / users.

e You are launching a new type of service, or launching a
service for a user group that is new and unfamiliar to your
organization. Reduce some of the unknown variables by
gathering user information in the field.

Achieving Good Search Usability
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e You have simple and inexpensive access to real users, for
example in an Intranet or Extranet situation. Here the users
are well known to you, but because the cost is low the
cost/benefit ratio can be very favorable. In either case the
contact can be motivating to the users and provide good PR
for the project.

Planning for Branding and Visual Design

The visual branding of a site may encompass a logo, name, color
choices, iconic or photographic style, and sometimes special fonts
or type styles. Visual design will also be important in
communicating the interaction, see Part 2.

5 @ Caution!

{@V Site owners often spend too much time considering the ideal site
appearance. A clean, attractive appearance is important, but does
[L] not by itself ensure site usability.

If the search front end needs to follow an existing visual standard
to conform to a wider brand, the required logo, color palette or
other visual elements should be obtained early in the design
process.

If the search or search site will have its own visual style, you may
need to structure your inputs to the designer to avoid needless
iteration. “I don’t know much about art, but I know what I like.”
Heard it before? It is easy to say what we personally like and don’t
like, but this is rarely productive in the design of a web site or a
search function, simply because there will be too many conflicting
opinions.

To contribute usefully to a new visual design, stakeholders should
agree on a set of 3-4 “emotional value” words as input to the
designer. For example:

e Objective, intelligent, competent

e C(Clear, reliable, energetic

e Exciting, modern, exclusive

Which of the three examples of value words best describes the
feelings you get from the appearance of this search site?
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The use of lots
of white space
and few, large
elements:
Clear.

Circles and
familiar
objects, car
and map, as
well as
familiar
words: cars,
homes, jobs
(not career
opportunities):
Reliable.

Orange,
prominent
buttons,
circles. Brief,
active texts:
Energetic.

Get users’
opinions

AOL Broadband Platinum
up to 2Mbps - just £29.99 a month

(>>

About fishd | Contact us

fish®

cars ] homes ] lettings ] jobs ]

fish@®cars

Used car search
We currently have 161,397 used cars

fish®homes

Homes for sale
\We have 329,727 homes for sale

fish@®jobs

jobs :
that work

Location

used car search b |

New car search foryou

Price range _ ]
Compare new car savings & to LT,J
Buy direct from UK main dealers Minimum bedrooms
news car search » || No preference [V
T Property type )
Mo preference ] Search from over 41,553 live UK jobs

now!

@2005 fizh4 trading ftd. All rights reserved. User terms Privacy policy

sty i,
Bk
FinnTech

Source: www.fish4.co.uk

Another constructive exercise is for a stakeholder group to examine
five competing sites and rank them in order of attractiveness; try
to say why you like the best ones. This provides useful input to a
designer trying to please you.

Have the visual designer return with a couple of alternatives;
discuss them in relation to the value words. Then it can be
sufficient for the designer to make a second iteration, returning
with a design that contains favored elements of each initial
alternative. There may still be some disagreement based on
personal preferences - at this point you can either go on iterating
until the cows come home, or accept the visual design. The impact
on usability is normally quite small no matter which you do.

If the usability goals emphasize that the search must be attractive
to users, then the visual designer should produce a pair of
alternatives to be reviewed in focus groups, see part 3.

Summary of Part 1

First steps in defining a good, usable search:

e Set usability goals and choose search functionality on the basis
of your content, your business reasons for supplying search, the
market situation, and a good understanding of the users and
their goals.

Achieving Good Search Usability
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o Use personas to explore how users are different from
you.

o Use user intentions to explore what user’s goals on the
site might be.

e For efficiency, limit stakeholder input to the visual design to
saying what feelings you want the design to inspire.

¢ Give your strategy a reality-check in focus groups with target
users.
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Part 2: Understanding Visual Communication

In this part:

e Why Keep It Simple

e Can You Tell If This is Good?

e The “What Is This?” Test

¢ Discussing Visual Design: Use CROCodile

o Contrast

o Readability
o Organization
o Clickability

Why Keep It Simple

Interaction design is the art of answering the user’s two questions
“What can this do for me?” and “How do I make it work?” through
what we put into the picture on the screen. Ideally, the picture is so
clear and uncluttered that the user never even formulates a
question, just immediately perceives the relationship between the
interaction and his goals.

A key concept is less.

e The less text you put in a picture, the more of it is likely to
be read.

e The fewer fields you put in a form, the more of them are
likely to be used correctly.

e The less you add of color, animation, lines, illustrations and
decorations that are not absolutely essential to the
interaction - the more likely it is that the user will perceive
the interface as easy to use.

As search becomes a more and more powerful tool, good
interaction design is needed to ensure that your users can take
advantage of the features you choose to offer. See search design
guidelines in Part 3.

Since interaction design is about communication, not esthetics, it is
essential to carry out user testing - in order to make certain that
the screen pictures say what we hope they do. For more about user
testing, see Part 4.
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Can You Tell If This Is Good?

Stakeholders are often asked to give feedback on screen designs,
or choose to do so.

To be very blunt, your personal likes and dislikes are easy to give,
but they are rarely constructive input towards improving the
communication or user-friendliness of the design to the general
public.

The “What is This?” Test

Not Good.

What is this?
Is it
immediately
clear to you
that this is a
real estate
search site?

. Weak. Too
much text and
focus on user
registration
obscures the
fact that you
can search for
real estate
here.

In his delightful book on web design, Don’t Make me Think, design
consultant Steve Krug proposes that any page (and especially a
home page) should enable the casual visitor to answer “What is
this?” without much thought.

In the same way search query input, results and result navigation
must communicate “"What is this” to your users without making
them think.

Your first concern when evaluating a page should be to consider
whether it would be perfectly clear to people without your special
knowledge what this is.

Consider: Which of the following four examples most immediately
conveys the purpose of the site?

FREE Search of over 50,000+ Chicago
area homes and investment properties.
Scan the entire Chicago Real Estate
market quickly, easily and
automatically.
P Register a New Account Fast, timely information you can trust
from licensed professionals.

!‘! Detailed Explanation
;\t Home Buying Resources

Monday

;" Real Estate Professionals March 21, 2005

Chicago Home Buyers Utopia is the premier online search service for home buyers
in the Chicago Area. Since 1997 we have assisted thousands of home buyers and real
estate investors with their Chicago Real Estate needs. Simply select the type of
property, size, price and areas you're looking in. We will show you all the active
property listings and keep you updated of new listings with e-mail's. This includes
everybody's listings in the Chicago Real Estate markets - not just ours. When you
register for the service you will receive a personalized online account where you can
see pictures and learn more specific details about any of these properties.

"The friendly, professional staff and excellent online services at Buyers Utopia helped
me secure my Dream Home in less than one month! They even beat my best loan
offer AND negotiated a one year home warranty for me absolutely free."

Bron Fieldwalker, President - Syndicate Digital Inc.

I am ready to start my Chicago Real Estate search, take me to the next step.

Source www.buyersutopia.com
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Better.

o

What is this? ’ i
. ~ four 3 1 rzsvures Tor finding Homes for sals,
Is it Listings Lacal community information and {20l 235012 professivnals!
immediately with Phaotos 5 elcome, you have found the right place to buy and sell real estatet
Please Select = Click on the Map below to begin searching homes for sale
clear to you
that this is a Search...
real estate

i Homes for Sale by City
search site? Top HouseHunt "Agent”

Investment Listings

# Real Estate Rates

@ School Information

Somewhat
better. There i %

is less to read, FOR M
SAILF |\

Real Estate Listings

and the map Hin poLydeep i Hows ROV Updated On- March 21, 2005
may SUCk yOU Real Estate by City | Find Top Agents | Investment Listings | Privacy Policy | Site Map | Contact Us | Careers | Real Estate Trends
into a search = " Find Homes; |Ploase Select =]

|mmed|ate|y Your #1 resource for finding houses and homes for sale, Jocal community information and real estate for homes. @ Agent Control Panel @ Agents Join

© Copyright 1995-2005 HouseHunt™, Inc. - Real Estate Listings, Homes and Houses for Sale. All rights reserved

The site name

also helps.
Source www. househunt.com
Better. TexasMLS.com
Dallas /Ft. Worth's Source for Homes » (800) 836-4374 » (817) 540-2905 & (972) 774-9888

What is this?
Is it
immediately
clear to you
that this is a
real estate
search site? i

| Property Search | Featured Properties | Leocallnfor | Loans | Services- | AboutUs-

Quick Search Dallas/Ft irth's Source for Homes and

To find a specific home, please enter the MLS #,
Street Name, Zip Code, or Property ID: Search for Homes
J— Search We want to make our resources
AdvancediEeseh available to you, so feel free to search .
VAo iR an inventory of over 60,000 homes in
the Dallas - Fort Worth Area. Be sure
to browse our Featured Homes of the
Month! If you find real estate you'd

like to see, or need help finding the
right home for you, please give us a call

Search Here

Spotlight

Better. Two
prominent
search buttons

uv

— a stron Highland 330.95K Grand 117.75K Sachse $169.9K Frisco $139.9K
g . Vvillage % Prairie $ 4 bd 2.0 bth, 2082 sf 3 bd 2.0 bth, 1471 sf
communication. 4 bd 4.0 bth, 3324 sf 4 bd 2.0 bth, 1694 sf single Family Home single Family Home
Single Family Home Single Family Home

Source www.texasmls.com
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Best.

What is this?
Is it
immediately
clear to you
that this is a
real estate
search site?

Best commun-
ication of “This
is a search
site.” The
upfront inter-
action shows
you can
search for
homes, agents
or loans.
Again, the site
logo helps.

Download Your
st-time Homebuyer's Gui

Home:s com

Your Solution to Find the Right Place, at the Perfect Price.

English gspariol [ Erancais

FORECLOSURES HOME

Ads by Google

FIND A PROPERTY FIND AN AGENT FIND A NEIGHEORHOOD

Find Aloan 1 Insurance Finder 1 Real Estate News 1 For Agents Only Specialist
Gardens
Designed & Built
UK & Overseas by
RHS Gold Medal

roven templates and the best features. including full MLS search.

o Real Estate Agents - click here to improve your business with a VantagePoint website Serve your clients with
‘ IVantagePoint

e Designer. Also DIY.
roperty s homeseekers s ntematgarcens. o
Select Property Type... Price Range Username Password
[[search Al ~| [iseachan ] Log in
city state zip [¥ remember my login W
r‘i = ’—‘ otography
or i‘ Maximize your search capabilties! European Travel
My Homeseekers provides a personal, customized
Ot s Rk Sk searching experience, enabling advanced features Ehotography
el AR like: saved search criteria, email alerts for recently uropean
© search By Map added or updated properties, portfolio watch of %ﬂﬁdﬁCﬂDE prints
or sale

favorite properties, and much more.

© search By MLS#
© Register Now. It's FREE!

www_buchangrant com,

o  arch ® i ey
agent searc finance ce Design Software
City State ® Buyinga Home Savings
. Find great deals on
" Refinancing? animation, CAD,
Office Name Agent Name graphics and web
Go|  Not sure if you qualify? design softwarel

We believe the advice and assistance of a local real SoftwareSearch us

estate professional will save you time, money, and
frustration. Locate one herel

Find a Loan

tropical
landscaping

Source www.homeseekers.com

Discussing Visual Design: CROCodile

CROCodile is a simple checklist technique you can use when
considering and talking about screen pictures. This technique will
help you to move away from debating likes and dislikes, and focus
more on how the pictures communicate.

Contrast: What stands out?
Readability: Do you want to read it? Is it easy to read?
Organization: Is it easy to see parts, groups and order?

Clickability: Is it easy to see what’s clickable and what’s
not?

After a CROC analysis, your team should be able to agree on a list
of changes to the screen design; furthermore, you’ll be able to give
a reason for each change that you request.

Contrast: What stands out?

Squint at the page or screen. What jumps out at you? These are
the elements with highest visual contrast, and thus the items that
the user will usually notice first.

If these high contrast items are also the most important items, the
things the user needs to notice first in order to understand the
picture, then all is well. If not, then a visual redesign may be called
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The highest
contrast items
are the photo
of the woman
and the
request for
donations:
Appropriate for
this site.

The search link
is a little hard
to spot, it does
not contrast
with its
surroundings.
That is as it
should be,
since search is
not especially
important on
this site.

The photos,
logo and large
icons grab
your attention
first.

The entire top
menu with its
light colored
text and pale
background is
easy to
overlook.

Poor contrast
between the
white search
box and its
background.
Two small
icons do help
Search stand

for. For a usable search it is essential that users can easily spot the
search function.

Is there nothing that seems particularly prominent? Then

everything

is just about equally noisy or quiet, and the picture is

not helping the user to see what is important. Again, a visual
redesign may be called for.

Everything

can’t be equally prominent. At this charity site, search is

(rightly) downplayed:

*

How to join

How you can help
About us

If you or a friend
need help

Mational network
Members area

Useful links

International

proje

Press i

Stars suppert Women's Aid
on our 30th Birthday

women’s aid

until women & children are safe

f. 4

home | contents | search | contact us | helpline 0808 2000 247

Lessons to be learnt from 28
child hemicides

welcomes the Hpjohoie o
Domestic Violence,

Crime and Victims Act
but will continue to
lobby for greater
protection for wemen
and children at risk

Women's Aid ' Warning!

Women's Aid, the national domestic
violence charity, published a report today
(13th December 2004) on the deaths of
29 children in 13 families killed by their
fathers as a result of child contact and
residence arrangements in England and
Wales between 1994 and 2004. Ten of
these children were killed in the last two
years... more

Women's Aid, the national
domesticviolence charity,
welcomes the Domestic
Violence Crime and Victims
Act as it receives Royal
Assent hut warns that nreater

Women's Aid's exciting
with The Bedy Shop - ¢
informati

Twenty-nine child homicides: lessons to
be learnt on domestic violence and child

Source: www.womensaid.org.uk/

Here’s an example of a large corporate information site where
search is hard to find. Since this is a typical “self service
information” situation, search should probably be more prominent.

HOME

Welcome to Telenor!

TELENDR ASA

ABOUT TELENOR PRE

CENTRE INVESTOR RELATIONS SOCIAL RESPONSIBILITY CAREER CENTRE L SEN

& telenor

Telenor's business area for
development and management

of mobile services within voice,

SHARE PRICE fin NOK)

)

The Telenor Group

Telenor is Norway's largest
telecommunications group, with
substantial international mobile
operations. 3

Social Responsibility
Telenor is making a systematic
effort to ensure that all its
activities are carried outin a
responsible manner. =)

=t Snarpyveien 30, N-1331 Fornebu, Norway & Switchboard: +47 678 90 000

internationally.
nie
Telenor's business area for
|a‘ development, management and
supply of communications
Solutions based on the fixed
network.

EROADOAST

=) Broadcast is Telenor's business
[FL31 area for Tv-distribution via cable
and satelite.

aTHERUNTE

Telenor has substantial activities

B
areas, also including various staff
and support functions.

@ Contact us

1 Jan 05 1 Mar 05
More about the Telenor share

PRESS RELEASES

(7 Telenor Press Service
&/ ph 47 800 80 800
Notification to the Oslo Stock

Exchange re purchase of own share:
21-march-05

If to enter into Nordic communicatio
agreement with Telenor
18-march-05

Achieving Good Search Usability

Final Draft 01.06.05

23 of 65



out a little bit.
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Better.

Search stands
out because it
is surrounded
by white space
and because of
the color of
the search
button.

The same type of large corporate information site as above, but
here it is easier to locate the search function:

[ o |

Home Contact us

CardinalHealth

About us Careers

Investors News

Our businesses

Customer login
User ID

Working together.
For life.

Password

Log in
> Reset password
> Learn more

- Register now

Health care provider

Pharmacy solutions
solutions

Manufacturer solutions
Products and services S
- for Pharmacautical

= for Retail chains

Select [+] > for Hospitals

care pharma Biotechn

= for Physician offices

Choose a country

= for Community pharmacies = for Medical

= for Alternate sites of care

B2

Source: www.cardinal.com

Selact [~ = for Other pharmacies

= for Laboratory suppliers
Dedicated to R
Patient Safety 2
Cardinal Health L]
features products that can

dramatically imprave safety
for patients.

News Pyxis’ MedSystem

So there's more time.
For the most impartant
things.

First Forum for Chief Nursing
Officers Emphasizes
Leadership Role of Nurses in
Patient Safety

= Read more > Read Mare

> Maryland Department of = Read mors

Health Updats

Readability: Will They Want to Scan It? Can
They?
In search, readability issues are especially important for results

pages. Ask to see typical results pages with real data in order to
judge readability.

When you glance at a page, ask yourself, do I want to read this? If
your answer is no, there may be too much unbroken text on the
page. Shorter line lengths, short paragraphs, subtitles and call outs
can make the same text appear more inviting.

A wall of text will turn people away from your site. Instead, invite
them in with short texts and links.

Which of the following two pages would you be most likely to skim?
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Not Good.

Long line
length and a
four line, bold
ingress.

No headline,
no subtitles,
no
illustrations,
no callouts.

It seems as if
this site will be
a lot of work
to understand.

Titles, links,
bullet points
and a shorter
lines and
paragraphs
make this text
appear more
readable.

T6pUSArealestate.com
.4

Top USA Real Estate Rentals Mortgages Foreclosures

Foreclosure For Sale
Find thousands of foreclosures National
coverage, updated daily

Condotel condo hotels
USA Florida, own a hotel room, save make
money every day, real estate

Ads by Goooooogle

Welcome to Top USA Real Estate : A human built real estate directory of
top companies, apartment rental agencies, mortgage banks, foereclosure
specialist, corporate housing. vacation rentals, commercial resources,

Add URL To Top
USA real estate

Hecht Group

New York City no
fee luxury
apartments & broker
rentals in

Manhattan
www_Hechtgroup.com

investment articles and real estate lawyers all across the USA.

There is absolutely NO charge to use our site to find a top web site related to

your real estate quest. Additionally, we built a time saving tool called the
"Search Blast”. It's simple to use and FREE. Just visit the category page

you are interested in, fill out a quick profile, and click submit. Your profile will be
"blasted" to our top agents of your concern. You may use the Search Blast for

buying and selling real estate, apartment rental hunting, mortgage searches
finding foreclosures and more!

Remember, the search blast is FREE! So, give it a try and save time!
If you have any questions, or concerns about our site, or any of the the
companies listed in our real estate, rentals, mortgage or foreclosure
directories, let us know ASAP.

Top USA real estate is 100% free for individuals and tenants to use.

If you are a top USA real estate related web site owner and wish to ADD your

URL, please follow the instructions located here

HOME GUIDES: ADVICE AND TIPS
BUYING RENTING NEW CONSTRUCTION

| 10 things you must do when selling
Get all the ins and outs of selling your house and avoid
any messy situations that could be detrimental to your
sale. [Boston Globe)
» What is your ad really saying?
¥ Selling a house? Try some entertainment
b Megatiating to sell your home
b Pricey market makes hot commodities of multifamilies
b How to solve appraisal problems
¥ Getting top dollar for vour home

Deciding when to sell

Mo homeowner wants to be forced into a sale, but it is
occurring with mare frequency. On average. homeowners
stay in a home five to seven years. The transition often
involves an involuntary sale. People are transferred in their
jobs. relocate to a work for another company or lose their
jobs. (Inman News |

b Search recent sales in your ares
P Search homes for sale

Tips on selling your home K
Simple things you can do to get the best price on your home and to make a good
impression for a potential buyer. Sell your home faster and for more with a few
simple tasks and tips on protocol. (Inman News)

» How to select the right listings agent

Checklist for fall home projects
Well. you can't deny it any longer — fall is in the air. And that means that winter is ||
just around the comer. so now is the ideal time to be getting yourself ready for
the cold months ahead and to spruce up before your big sale. (Inman News)

¥ Don't try this at home: List of projects to leave to the professionals

New York City Real
Estate School

Salesperson and

Brok:

licensing

Oniline real estate

¥ HOME FINANCING
Get free quotes from the
nation’s top lenders and get
your loan process started

today.
Massachusetts  [Gdl ﬂ

District name [+

[ or see entire list ]

District starts with: [
E [ or see entire list ]

} See rankings
» MCAS coverage

Save up to

70%

on term life
insurance!
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Size Matters

Check that on buttons and leading texts text is either fairly large or
resizable by the user. Varying screen resolution and varying visual
acuity affect almost everybody — sooner or later. Make sure that
your pages are readable by people other than 28-year-old
designers in perfect lighting with the best monitor technology
money can buy.

On this .
Norwegian site f oppiysingen’ |
the font size | F e

seems extra ; ke teleronir Bedt o el adieeen _
small | - S

Generelt sok ik iser | Endre opplysninger

Haper du liker var nye soketjeneste " i
i _ Vinn reisegavekort for kr 20.000!

Fra na av kan du seke | den samme databasen som . + . " |

damens ps 1881 gior - direkte fra din eg=n PC. vi har lage | ELer bli med i trekningen av 25 iPod shuffle!

ned mye jobb Fsr lanseringen av Norges mest kemplette l;_ (-\ I

Source: www.opplysningen.no

When I
enlarge the
text, the really
essential parts

|
l npp\\rsningen‘

- the text on need new glassed - R ) s

buttons and ] okr :

some links - : 5 : - -

remains small [eLUTTCIEY Dl Bransjespk | Kartsgk & veiviser | Endre opplysninger

and hard to Haper du liker v3r nye soketjeneste Vinn reisegavekort for kr 20.000!

read. E a — : Eller bli med i trekningen av 25 iPod shuffle!
13 ng av kan ulsake i deg} samme P o
Source: www.opplysningen.no
Good Contrast Between Text and Background
Readability of button texts and leading texts is especially important
in query input forms or other input areas. Here, check to see that
there is good contrast between text and background. One needs to
be dark and the other light. (Which is which doesn’t matter.)
Avoid background colors that are medium - neither dark, nor light,
because it is hard to find a text color that gives good contrast.
Which of the following three samples look easy to read?

Bad.

Here: Royal

blue text on

medium blue

about as bad as

it gets.
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Good

user: admin Preferences | Logout
Use black or
very dark text
on light
background | Sl |
colors. If you
want to use
colored text, Advanced Search »
choose a white
background.

Good.

user: admin Preferences | Logout

For good
readability, use

light text when

dark |

background.
et Advanced Search »

Bad Contrast Between Text and Background

If you're using colored text on a colored background, avoid using
contrasting bright, saturated colors. These combinations tend to
make people see spots or afterimages.

NOT THIS
EITHER

SPOTS
COMING UP
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{

1

/"

How many
parts do you
see here?

A large number
of different
blocks,
irregularly
presented,
make it hard to
count - and
impossible to
perceive at a
glance.

This example looks overloaded:

Organization: Easy to see Parts, Groups and
Order?

Is the picture divided into easily perceived parts or groups?

When we organize a lot of information into a small number of
sensible chunks, the picture looks easier to understand. In practice,
users prefer well-organized pictures, and understand them more
quickly, too.

How can I get the hest deal on my mortgage ?)

SERVICE 7 MORTGAGE CORPORATION

Creatstateris>

<PilotOnline.com

APARTMENTS | AUTOPILOT | CAREERCONNECTION | CLASSIFIEDS | REAL ESTATE WEB | SHOPPING | YELLOW PAGES

For Sale

> Search All MLS Listings
> For Sale By Owner
» New Construction
» Open Houses

Mortgage Update:
Purchase, Refinace,
Credit Imperfections OK

View Current Rates

from Tidewater Residential Funding

FIND AHOME

| Mortgage Companies | HosfRgie o Search Local Homes Listed by Agents:
|Mortgage Rates NEW! | Hampton Click on a city name to search homes for sale
(GetAcMA | sHertil | ¢ hesapeace Porsmouth
» NEW! Search Real Paiidekuih Virgirfe | TR0 Suffolk

Estate Transfer Data | i , Beach QENM wirginia Beach
P Homes For Renit HC_WE North Camalng 1] < oD anie, LU s

> Apartments

Search Other Homes For Sale: Circle of Excellence™

® Vacation Rentals

® For Sale by Owner

» Pilot Rental Classifieds
oo maranae | ™ New Construction

2001 BronzeRViliNEn

Property Managers > O Hoieie
Commercial Property ™ The-Pilot Classifieds

Real Estate Companies | NoW Online:

See the latest edition of Home Search

Services

Bwertoos 1 HOME,
Seller Tools MAGALINE

View More Winners
> Sell Your Home

Get a CMA Herel
Find out how mueh your

* Rent Your Home ‘ Today's Featured Home:

* Feature Your
Listina

Source: http://homes.hamptonroads.com

Manteo Outer Banks. NC §$385,000

Customer Login

Updates
> For Sale By
Owner

*> Rentals

Prudential
Decker Realty
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At this site you
quickly notice
the three main
sections in the
middle of the
page, and
perhaps the
menu area at
the top.

These areas
represent all
the important
functionality on
the site.

Less than
ideal: Search
and Filter
fields here...

Are explained
to the right
down here...

EESIETIAL IROKFRAGE

(' MA (" ME ¢ NH ( RI (I CT

Min Price _+| [Property Type ~
Max Price = CONTINUE

More Searches

hout Life.

i
ot

LOGIN / REGISTER | ABOUT US | CAREERS | CBRB CARES | CONTACT US

BUYERS SELLERS MORTGAGE

| L

=

]

one of our Home Resource Center
Professionals

PROPERTY SEARCH alf available MLS listings ] HOME RESOURCE CENTER m
Receive fast personal assistance from
I

+ Mortgage Pre-Approval

* Your Home's Value

* Get A Moving Quote

* Help Selecting a Sales Associate

Search by MLS# GO

* Previews Luxury Properties * Open Houses
* New Construction * Recent Sales

HomeMaovie

* View a sample HomelMovie
* View a sample PhotoGallery

= Over 55 Housing
* Rental Serices
+ Commercial Services

May We Help You? Contact Customer Senvice

W are proud to be the axdushve marketing
agency for tha This Old House Carlisla, MA
project In support of the show's 25th anniversary.

To leam more, visit www.ThisOldHouse.com

INSURANCE RELOCATION

NewEnglandMoves.com

We understand that
home is about life. ..

Email Address  Password

LOGIN

I” Remember Me

Need your password hint?

Not a member yet? Register Now to access
these benefits and more

» Access all available MLS listings

» Save your search criteria

» Save individual listings.

» Watch your favorite strests for new listings-
» Receive daily Email Alerts

Fird a ice [ Sales Associate

« Search for an office by town.
* Search for a sales associate by name.
« Let us help you select a sales associate

Ideally, groups are arranged in the order that the user needs to
look at them or work with them - from top left to lower right.

At the following site, Search and Filter fields come first, and
directions later - in an entirely separate part of the picture:

LVING

.

Search By: Filtered By:

Last Name First Name

-

Market Analysis Link
Property Assessments and

Land Records Management
Business Personal Property
Individual Personal Property
Street Name Lookup

Tax Collections Homepage
Tax Bill Lookup
Street Assessment Lookup

Search By:
Filter By:

WORKING ~ GOVERNING Vi

WELCOME TO MECKLENBURG COUNTY REAL ESTATE LOOKUP SYSTEM
Best viewed at 1024 X 768 or higher resolution.

Press the Search button to get a list of your search

This online service provides various ways to look up detail information about Real Estate Properties in
Mecklenburg County, North Carolina, as recorded by the Tax Assessor.

Information about current ownership, mailing address, legal property description, property values,
building details, land use, sales, deeds, tax bills, street maps and directions can all be found on the deta
pages of a chosen property. We hope you find this service valuable and easy to use.

Use the Search Tool provided in the top left of this page to begin your property search.
Provides various methods in which to look up properties.
Provides a way to narrow down your search results (optional).

Enter all or part of your search criteria in the empty text boxes as labeled
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Groups do not have to be fenced in with lines and boxes - use
empty space as a separator whenever possible. The less you put on
the page, the easier it looks. Compare these two result lists:

Utah Real Estate

Home Search - 1098 matches found IHomes)
In this example results Showing listings 1 - 10 [Next >>]

Property Details Save Property Map E ﬂ
$ 70,000 - Copperton, Salt Lake Co. UT (84006) Fparinen

“’“ This Rambler/Ranch style Single Family Home built in 2005 has 3 bedroom(s),
g\“ 2.00 bath({s) and is approximately 1200 sq. ft. Rooms include: Fir 1 Family @ﬂm
‘Pﬂ# Room / Den, FIr 1 Kitchen Dining, FIr 1 Laundry.

ML S#: 502656 ( 1 of 1098 )
Agent Name: Laurie Ann Duke Phone: 801-259-8601
Listing Office: Century 21 at the Rockies/Union Park Phone: 801-352-0288

are separated with
different background ]
color, and text is @ﬁ’
placed flush to the
edges of the different
areas.

MLS Number

The overall impression

is messy and restless. | FEEEREEE IS IISHEIEN M

G
$ 70,000 - Salt Lake City, Salt Lake Co. UT (54104)-—"]

This Bungalo/Cottage style Single Family Home built in 1915 has 2 bedroom(s),
1.00 bath{s) and is approximately 864 sq. ft. Rooms include: Fir 1 Family
Room / Den, FIr 1 Kitchen Dining.

ML S#: 489983 ( 2 of 1098 )
Agent Name: Vietor Nolaseo Phone: 801-428-2800
Listing Office: Prudential Utah Real Estate-Parleys Phone: 801-428-2800

Property Details Save Property Map
£ 71,500 - Salt Lake City, Salt Lake Co. UT (84104)

This Rambler/Ranch style Single Family Home built in 1952 has 2 bedroom(s),
1.00 bath{s) and is approximately 784 sg. ft. Rooms include: FIr 1 Kitchen
Dining, FIr 1 Laundry.

Source: www.utahrealestate.com

Area info

n Cambridge £87,000 1bed Maisonette

* One bedroom ground floor retirement apartment

Homebuyer Services
* Kitchen * Lounge/Diner * Bathroom * Communal

In this result list

B . Mortgages Garden * Parking Space - One bedroom ...

there is white Space | ey s soicions i

between each result, Insurance

making the whole list “T—“E'E

. Utilities

seem more tldy' Bradford & Bingley Januarys > email agent
Contact us
About fish4

NOte the prObIem - Ecambridge £89,950 2bed Apartment/Flat

that arises in results A spacious top floor lat situated on the northern

side of the City close to local amenities and
3 and 4/ Where the convenient for the Al4, Science Park and...
location is too long More details

c 8500
for the space gl

= Mortgages
assigned to it. . et deal

Russell Residential > email agent

E Catabintge, . £132,500 2 bed Apartment/Flat

Cambri
A deceptively spacious first floor apartment
situated on the outskirts of the City convenient
for the A14 and M11 offering well presented...

More details

Russell Residential > email agent

Cambridge,
Hcambridgeshire £132,500 1 bed Apartment/Flat

A modern ground floor apartment ideally situated
for the City Centre, Grafton Centre and Railway
Station with accommodation comprising: ... h

Source: www.fish4.co.uk/homes

Buy to Let

fishiy:
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What's
clickable?

The Getty
Museum
homepage is
miserly with
its clues to
clickability.

Blue text is
clickable - but
not very
compelling.

Clickability: What's Clickable, and What’'s Not?

It should be immediately clear to your users what is clickable.

Usability tests of many different websites have repeatedly

demonstrated the following points:

¢ Many users don't realize that a logo in the upper left corner is

usually a clickable link to the home page.

e Users do not think it is fun to wave the mouse around to see

what is clickable.

e C(Clickable text links are easier for users to notice than clickable

pictures or graphics without text.

e How “clickable” a link looks depends on what’s around it.

(Contrast again!)

In general, underlined text is assumed to be clickable. So are

buttons - rectangular, oval or round shapes with 3D effect or very

clear edges.

Can you quickly see what is clickable in the next example?

= Explore Art  Visit the Getty msne Search Site Map

J. Paul Getty Museum

Visit the Getty V‘Slt the Gett\,r‘

Explora Art

Museum Research

x of exhibitions and events, news about tours and
and Conservation

other highlights of the Getty Center, as well as
directions and parking infarmation.

Education
About the Museum

Explore Art

Browse ar search many of the works of art on

new acquisitions.

Museumn Research and Conservation

. projects and partnerships, publications and
symposia related to the Museum's collection.

Education

Teachers can plan a school visit and get lesson
plans and curricula based on the Museum's
collection.

About the Museum
Learn about the Getty Museum at the Getty
Center, the Getty Villa, and how to contact us.

Source: www.getty.edu

Plan your visit to the Getty Center. Get a calendar

display at the Getty, or learn about exhibitions and

Holacaust-era provenance research, conservation

Calendar

Bookstore

The titles in the Getty example are difficult to perceive as clickable;
at some level many of assume that they are blue because they are

titles, not because they can be clicked.
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In the following example, the links are more obviously clickable:

expl Oratorium 2 sewvc | -

i th f sci 5
Underlined &l
text links are
usually easier

to find.

DENING AMNCIENT OBSERVATORIES

SCIENCE OF GARI
S

W‘ i Dig into the Journey to Chichén o
¥ % succulent science 1tza, where the o
They shout ) of making things Maya built Mobel Laureates
“click me!” & arow. :nonuments to the leenk:
. sun. +The Li
. from Hubble
SCIENCE OF MUSIC MICROSCOPE INAGING STATION e
Explore the P Explore living cells TAKE A LODK!
science of musig, and embryos at + Current Weather

+ Roof Cam
+ Exhibit Cam

through online
exhibits, movies,
and guestions.

WHAT'S NEW?

INTERNETZ GATEWAY + May is Members'
Browse advanced Use live data to Month!
network web check the weather + Search the Math
resources for i r Explo ity

research and Databaze.
education using + May/lune Ten Cool
= -

t2 Sites

ORIGINS
N

40 = Loranz Butterfl the Inter

T GET INFO
W Explore the places, et

__ people, tc_cls,. and - =
‘I ideas behind the + Sign up for eNews
bt orinins of matter,
——the universe, and GET INVOLVED
life itself. + Become a Member
+ |1 a Donation
» Wolunteer!

SHOP o

Summary of Part 2
When giving feedback on screen designs, don’t consider your own
personal preferences. Instead, evaluate how well the picture
communicates its purpose and use to the proposed user.

Is there good reason to believe that the user can immediately see
query input? Identify results and result navigation for what they
are?

Use CROCodile:
e Contrast: What stands out?
e Readability: Will the users want to read it? Can they?
¢ Organization: Parts, groups & order

e Clickability: What is clickable, what is not?

Achieving Good Search Usability Final Draft 01.06.05 33 of 65



Part 3: Search Interaction Guidelines

In this part:

e About Guidelines

e Minimize Waiting

e Make Search Easy to Find

e Provide Different Ways to Search
e Take Care With Bounded Search
e Make the Input Field Long Enough

e Support Search By Browsing

o Presenting Faceted Browsing

e Match Advanced Search to Users’ Needs and Ability

o Typical User Errors in Advanced Search

e Optimize Result Lists For Scanning or Shopping

e Preserve Result Credibility

e Supply A Few Good Result Navigators

e Suggest Solutions Instead Of Pointing Out Errors

About Guidelines

Use these as a starting point for your design, not a checklist when
you're finished. Like all general advice they will work for most sites
and most users most of the time, but they are not universally valid.

Start here, prototype and then test. And refine, and test. Isn't it
nice to know that there is a way guaranteed to ensure success?

Minimize Waiting

Slow system response always irritates users.

The following threshold values were established by researchers in
the mid- 1900’s and are frequently quoted within the field of
human computer interaction:

1/10 second

A response within 1/10 of a second is perceived
by the user as instantaneous.

1 second

From 1/10 second up to 1 second, a lag is
noticeable but not problematic.

After 1 second, users will begin to be irritated.
The degree of irritation will vary with the
individual’s temperament - and grow as the lag
lengthens.
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10 seconds Loss of attention. The user will stop waiting and
start thinking about something else.

If you provide meaningful visual feedback such as a progress bar, it
tends to raise the thresholds; that is, users wait a bit longer before
getting irritated or thinking about something else.

Make Search Easy to Find

Google: the
epitome of
making search
prominent

When search is a supporting function on your site rather than the
main reason people visit the site, you need to ensure that users
can locate the search function.

e Use an input field and a Search button.

e Put search near the top of the page, usually at the top right
or at the top of a left-hand menu area.

e Make sure search has good visual contrast to its
surroundings.

e Keep search in the same place throughout the site.

If search is the main reason for your site, you should normally
make search a very prominent element of your home page.

Google

Web Images Groups Mews Froogle Local more »

Google Search ][ I'm Feeling Lucky J

Advertising Programs - About Google - Go to Google Norway

E2005 Google - Searching 8,058 044 851 web pages
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Hoover’s
Search is well-
placed, but
still fairly
difficult to spot
in a forest of
links and
icons.

Yell.com
manages to
make it clear
that search is
the main
thing.

Compare these two business search portals:

1PO Central | Hoover's Books

Wednesday, May 25, 2005

your first month free when you sign up online.

Subscription Options

veri on

, Search For Business Information

® Company Name (@) Industry Keyword
O by Ticker O Executive Name
O stock Quote Cthe News

O IPC Companies O Report Search

8 Companv Kevword

£ &8 D-U-N-5 Number

ES Custom Nevs Search

.

Browse Companies A-Z

Browse Industries

Browse Companies Bv Geographv
Browse The Business Bonevard (3
Browse Companies By Stock Index £

.

.

Business Headlines
Selected throughout the day by our editors
+ Treasure Dept. Relaxes FSA Deadline &

+ Goodlatte's Anti pyware Bill Passes in House Easily

(The Roal

Subscriber Tools &

[ Build Company Lists

Hoover's In-Depth
DEE Basic

DEE [n-Depth
D&E Internstionsal

@ Build Exscutive List

@ Target IPC Companies

Find out more sbout
Hoover's subscriptions.

StockScreensar

The insight you need
to close the deal.

Learn more about Hoovar's
Business Information Saervices b

COMMISSION-
/ FREE TRADES

when you open an account now.

Ameritrade features:

Source: www.hoovers.com

Iy
N

YELLGCOM_ THE UK’s LOCAL SEARCH ENGINE

Legin

SEARCH [ SUPER SEARCH “ CATEGORIES M LOCAL
Search for:

e.g couriers, pubs, florists,
taxis, plumbers, restaurants

and/or company name:
e.g. Yell or as much as you
know followed by *, e.g. Yel*
located in:

e.g. postcode, village, town,
city, National Park

Use of this database is subject to Yell's conditions.

Focus on Hay-On-Wy

Y ell.com mobile

For the information you need,
including maps and
directions, direct to your
mobile phone.

Succumbing te Hay fever and
heading for the festival?

+ Hotels

Rare & Secondhand Books
Bookshops

+ Pubs

Reguest YEH.;um maobile

” MOBILE ]

What Yell.com does

More than a directory
online:

+ Local and UK wide

+ Businesses and
services

Addresses and
numbers

Links to websites
Map and route plans

Registration benefits

Site map Help

Manage your advertising

r D“?)\RECT'

Log in Register More
Advertise on Yell.com

Generate more sales leads
for your business now.

+ I have a wehsite

Car park finder
Consumer advice

Retail Therapy

LVT >

Planning a shopping trip to
London? Let Yell.com help.
Find clothes shops near:
+ Oxford Circus

Bond Street
+ Covent Garden

+ Idon't have a website
+ More about advertisin
+ New—Sponsored Listings

Use Yell.com to...

Find your green fingers
e« Garden Centres

o Nurseries

o Turf Supplies

s Lawnmowers

o Pond Supplies

Help your business bloom

e Marketing Consultants
e Business Consultants

Source: www.yell.com
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Provide Different Ways to Search

Keep in mind that your site supports the user’s search activity in
many different ways: A user may search for something by scanning
with his eyes, clicking a promising text link or graphical link, by
filling in an input field and clicking search, or by filling in an input
form and clicking search.

If you provide more than one way to search the same data, many
users will move seamlessly from one form to the other on the way
to their goal.
Provide access to search with:
e Input field and search button. Consider setting the focus so
that the user’s cursor is automatically placed in the search
box when the page is loaded.

e Search by browsing and clicking text links

e Text links to search and advanced search

Be Careful With Bounded Search

Be very cautious about providing search of different data sets
(domains) on the same site. Users are frequently confused about
which data set or which search they are using.

GOOd- | g B ¢ ?ﬂifsnccmnccam Mv Profile | Order Status | Customer Service | Store locator

Sears sets “all”
as default; a
good way to
go if you
provide search
in different
domains.

Not good. amazoncom | tawas | SeeAMIL L yvour Account | ey Cert | Wish List | Hel

Gift Certificates | International | Mew Releases | Top Sellers | Today's Deals | Sell Your Stuff

114 Amazon.com [~ M AQ yieb search @ ol

In our opinion,
it is a mistake
to provide a
web search
competing
with the
Amazon site
search.

Achieving Good Search Usability Final Draft 01.06.05 37 of 65



Not good.
THE HOTTEST RESTAURANTS

FROM COAST TO COAST IN THE PALM OF YOUR HAND

Ol

the world's c -
recipe
» RESTAURANTS = MEMBERS » S- 5y search

menus / features / monthly columns / forum my recipe box / advanced search / browse

Do these two "2 i ry e = BON APPETIT - p el
searches give (/‘/ CLLne / 3 Rl o/ subscribe ﬁl el
the same "7 ® -

GET A FREE WINE TOTE
B, when you subscribe

f to Gourmet for just
$1 an issuel

result? RECIFE SEARCH
If this is recipe !
Search, how do Ogourmet @ all epicurious
I search for
restaurants?

go

NEW! THE GOUF’METCOOKBOOK click to subscribe now »

First edition re

Make the Input Field Long Enough

Make the input field long enough to encourage users to type at
least two or three words, since longer queries are more likely to
produce the results that the user wants.

Good. FIRSTGOV ) =
gov 5

q The U.S. Government's Official Web Portal ‘# Federal Only

Yes. This
Welcome from President Bush
search box
allows for an for('ltll( S for Businesses for Federal Government-to-
average three 7 and Nonprofits Employees ‘ Government
word query.
Not good. www. timesonline.co.uk
BN TIMES ONLINE |
€ sa. ?jh The best of The Times and The Sunday Tin T'mES Onhna
query In this
tiny search ARCHIVE CLASSIFIED SHOPPING PROMOTIONS GAMES FAST TIMES MY TIMES WEATHER
: Search

. iama canal] [0 B CAR LOCATOR H TRAVEL B CREME H J1oBS
Ible |stmgre
IKely to be
misspelled. Or
entered as

fewer words.

Achieving Good Search Usability Final Draft 01.06.05 38 of 65



Support Search by Browsing

The many links
on this portal
are not
completely
overwhelming
because they
are grouped
and titled.

Most users
scan the titled
first, then just
one group of
links.

Search by browsing helps the user find what he is looking for by
presenting textual aids relevant to that particular search. This has
been proven popular with users in usability tests. They say things
like “This is lots easier.” “It lets me know what is there.” Many
users switch back and forth between entering a search text, and
search by browsing.

To support search by browsing:

e Make sure links look clickable to your users. Check this with
a usability test, don't take the designer’s word for it.

e Get the text right. Text on links needs to be concrete and
descriptive — and most of all, to distinguish each link well
from the ones right beside it.

e Make groups of links, but don‘t make any single group too
big. 5 - 9 items is all right. Keep to a fewer groups and
smaller groups (3-7 links) to make the page look easier. Put
a title on each group, and separate groups visually.

Government-to-
Government

for Federal
Employees

for Businesses

rCitizens
Zx and Nonprofits

By Organization »

B A-Z Agency Index Heme > Bovernment-to-Government [='] E-mail This Page
B Federal Executive . pad. o

N —— Governments: E-Government Initiatives

W Federal Judicial Geospatial Information Gne-Stop E-Grants

B Cross-Agency Portals Disaster Management E-Authentication for Online

" State Government Safecom (Wireless Networks) Transactions

Local Government
® Tribal Government

GovBenefits
Recreation One-Stop
Hors E-Gov Initialives

E-Vital (Vital Records Management)

Contact Your
Government »

Top Requests

® Budget Information

Intergovernmental
Solutions »

For State and Local
Employees »

B Frequently Asked
Question

B E-mail Best Practices & Innovations Budget, Grants and Finance ® Federal Holidays
= Phone International Collaboration Disasters and Emergencies ® Government Office Locator
B |1-Person Metworks and Communities Education and Employment ® | egizlative Updates

Health and Families

Public Safety and Law
Reference Center » M Tomies
Data & Statistics =

Forme In Focus

more Publications and Research
More Resources

® Per Diem Rates:
® Sales and Auclions

Laws & Regulations Federal, state and local

[

[

® Graphics and Photos For Tribal Governments » For Federal Employees » New E-Gov Website
[

W |ibraries

more

Also of Interest...

it Hrarie
Pry W. Bush

esdent George W.

Education, Jobs and Economic
Development

Family and Health

Housing

Land Use and the Environment

More Topics

www.firstgov.gov

Benefits and Pay
Managers’ Toolkit
Military Base Closures
Travel

Workplace Issues
More Topics

Presenting Faceted Browsing
Faceted browsing lets your users refine a set of results by simply

clicking links - without filling out the advanced search forms that so

often return 0 results.

governments are implementing
e-government initiatives to be more
efficient and better serve the
public.

Read More

In order to provide faceted browsing, your site should search a
homogenous collection of high quality, structured data.

e A facet is equivalent to a database field name, for example
“price” “brand” “size” or “season.”
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A successful facet has a limited number or range of possible
values. For example “"Bedrooms” with values “1,2,3,4,5 or more”
or “Square feet” with 5 bins might be useful facets in a real estate

search, but not “Street Address”.

Facet Shoe type Bedrooms Price Square Feet
Typical Links Men's 0-1 bdr Under $20 Under 400
Women's 2 bdr $20 - $50 400 - 1000
Chil ' -$1
ildren’s 3 bdr $50 - $100 1000 - 2000
over $100
4 bedr 2000 - 4000
> bedr Over 4000
6 or more
Link type Values Values Bins Bins

Compare these presentations of the

Size of home
0 - 399 m2
400 - 999 m?2
1000 - 1999 m?
2000 - 3999 m2
> 4000

same facet:

Size of home
Under 400 m2
400 - 1000 m?
1000 - 2000 m2
2000 - 4000 m?
Over 4000 m?

While the first is most mathematically correct, the second is easier
to read. If you use the second list, a property of 400 m2 would
occur in both result sets. This is unlikely to be a problem for the

user.

Epicurious has a successful implementation of faceted browsing

with many facets, some of which have many values:
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Facet “breadcrumbs”

Available facets

Values for the facet
Season/Occasion

Results description:

Two problems:

You can't see that
Season/Occasion is
the facet for which
you are displaying
values

How do you change
from Chinese to
African?

> the world's greatest recips collection

—/ RECIPES - URES = COC G+ DRINKING » RESTAURANTS + MEMBERS = SHOP

racipe collactions  slideshows  forums  find a recipe

advanced search
browse all recipes

brOWSE search our drinks database

browsing by: Chicken | Chinese | Main Course

refine by: Dish | SeasoniOccasion | Special Conziderations | Preparation

Cocktail Party (1)~ Fall (5) ~ Spring (7)  Summer(5)  Winter (1)

21 recipes found for: Chicken + Chinese + Main Course

rating recipe name

! CHICKEN JOOK

i Gourmet, June 2005

I|JI|JIr\r STEAMED CHICKEN WITH BLACK MUSHROOMS AND BOK CHOY
Gourmet, September 2004

T*T VELVET CHICKEN
Gourmet, May 2004

||J||J|r\| CHICKEN ROASTED WITH ONIONS AND S0Y SAUCE
The Chinese Chicken Cookbook, 2004

Source: www.epicurious.com

We would suggest:

at a glance

P
& @

® =

Adding check boxes to the breadcrumbs would allow the user to

remove any selected facet value.

The visual presentation of available facets needs to show the
relationship between the chosen facet and the values displayed.

Note that there is no reason to require users to input a text string
in order to begin faceted browsing. You can simply list the values of
one or more facets as a starting point.
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Match Advanced Search Input to Users’ Needs and

Ability

Most users
who make an
attempt can fill
out one or
more of these
fields
correctly.

A very simple
Advanced
search:

Shoebuy
shows that
they
understand
their users.

Their users
won't be
frustrated by
being unable
to search in
Women and
Kids at the
same time.

If you need to have an Advanced Search function, put a text link to

Advanced Search near the Search Button.

Even though it's called Advanced Search, unless your target user
group are all search experts (see page 11) do not expose the

Boolean operators AND and OR in your advanced search interface.
Also avoid the term “string” as in “search string” or “exact string.”

Instead, use Any, All, and Exact:

é‘yaltavista'

Advanced Web Search
(%) Build a query with...

all of these words:

this exact phrase:

any of these words:

and none of these words

What you choose to offer as Advanced Search should depend on
your content, your users and their tasks. And of course, the
capabilities of your search engine.

Consider the range of these two different Advanced Search
interfaces, each reasonably appropriate to its audience and
content:

Advanced Search

Please select one or more dropdowns below and then click the Search button. The
more selections you make, the fewer items will appear.

Search Men Search Women Search Kids

Any Brand

Any Categery [

Any Type Any Type Any Type

Any Size 2 Any Size £ Any Width

Any Width Ay Width Any Color

Any Color Any Color Amy Price

Any Country [24 Any Heel Height

Any Price Any Country
Any Price

Any Brand

Any Category |

Any Brand

Any Category [
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’

The librarians
Index is for
double
experts: they
know how to
search, and
they
understand
cataloging.

Librarians’ Index
to the Internet

Usability

Therefore, it's NOT [ Nielser|
OK for this
search to use
Boolean
operators and
cataloging
terminology.

Mo stemming

Information You Can Trust

Enter your search

About
Subscribe

elp
Suggest a Site

Comments
More Search Tools

..rg

| Help | Basic Search | Browse LCSH
Subject ]
Category [+
Select Field
Site Author

[Jshow titles only in results SEARCH LII.ORG |

Typical Errors in Advanced Search

The real estate search below demonstrates several of the most
common design pitfalls for fielded Advanced Search:

Many users feel they must fill out all
fields, and will ignore the OR here.
Better to put a link to “single zip
code” since this is the more

[P S R S

A common user error is to enter
maximum price in the first field,
since that is the price they think
about most. To solve this problem,
simply have the system use the
largest number as max and the
smallest as minimum.

No wonder users get mixed up.
Here adding a check mark makes
the result list longer, because there
is a hidden “"OR.”

But here, each check mark makes
the result list shorter, because there
is often a hidden “AND.” And many
users will simply check anything
they theoretically would like, and
end up with no results.

Add “Must have” as a title - or even
to each line if you have an implicit
AND.

Alternatively, title this section “Nice

More Search Options

Statel Zipi
City: Province: _OR- Postal Code:
[+
Price Range:
0 l_l to | no madmum
Beds: Baths:
ariy’ or mare &

Property Types
Single Family Home
CondoTownhouse/Co-Op

/ [#] Multi-Family Home

Mfd/Mobile Home
Land
Farms

Property Features

Minimum Square Feet Any Size
Number of Floors | Ay Number v
Parking/Garage Anything B
[1Basement . []Fireplace

L 5 [ Central Air []Forced Air
[ Den/Office [ Hardwood Floors
[ Dining Room [ Horse Facilities

[ Disability Featuras
[JFamily Room

[Horses Allowed
[JLaundry Room
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The graphical
presentation
of regions
doesn’t work
because the
familiar
silhouette is
broken.

Stick to Established Patterns

Consider what problem you are trying to solve for the user. Below,
the designer has attempted to free the user from having to
remember or type in state abbreviations. But the attempt fails,
because the graphical presentation of the regions is completely
non-standard, and thus more puzzling than helpful.

Uax Oaz O Ui Oar Oe Oee Oac Ooe  Oer
Hea Oeo Owr Oks Hiia O Owe Qe Owo Due
Ow Ow Owo Owe Ows Ow Om Oea Oie Dwa
Oor am Oso Omo Hok How Uva s Ouy  Dlun
Owa Our  Owy Owe Ox  Ow Oww Oer  Cea  Ow

[oe Ul

Source: www.collegenet.com

Optimize Result Lists for Scanning or Shopping

Example of
good result
presentation for
shopping
search:

Tabular
arrangement
with the same
data in the
same position
in each result.

Pictures are
greatly
appreciated - in
fact, users
demand them -
in user tests of
shopping sites.

Consider your users’ tasks and the nature of your content.

At a site with shopping search, items in result lists should be easy
to compare, and illustrations are highly desirable. Use a tabular
format where each result is the same height, with similar
information consistently positioned.

This example from Fish4 works well for comparisons:

T
Area info

Cambridge £87,000

* One bedroom ground floor retirement apartment
* Kitchen * Lounge/Diner * Bathroom * Communal
Garden * Parking Space - One bedroom ...

More details

1bed Maisonette
Homebuyer Services
Mortgages

Surveys and solicitors
Insurance

Removals
Utilities
Bradford & Bingley Januarys > email agent
Contact us
About fish4

E Cambridge £89,950 2bed Apartment/Flat

A spacious top floor flat situated on the northern
side of the City close to local amenities and
convenient for the A14, Science Park and...

More details

Campars 8500

e MOrtgages
- =nal find ehe
@Y o=t ol that

=40 RN

Instant Guotes.

Russell Residential > email agent

Cambridge,

Cambridgeshire
A deceptively spacious first floor apartment
situated on the outskirts of the City convenient
for the Al4 and M11 offering well presented...
More details

£132,500 2 bed Apartment/Flat

POST
OFFICE

Russell Residential > email agent

£132,500

E Cambendde, 1 bed Apartment/Flat

Cambridgeshire
A modern ground floor apartment ideally situated
for the City Centre, Grafton Centre and Railway

Station with accommodation comprising: ...
dosot

oo,
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Note that this
site does not
aim to present
large numbers
of results, but
rather highly
relevant
results to
“information
seeking”
searches.

Good result
presentation
for scanning /
reading.

Notice that
titles and hits
are
highlighted.
Hits are
presented in a
user-friendly
context: Whole
sentences.

At a pay to search / view site or a knowledge-worker enabling site,
result lists should be easy to scan. The user will be looking for
information that characterizes the document.

¢ Highlight document titles and, if necessary, source site — but
not the whole URL.

e Highlight searched terms.

e Present sufficient content in the teaser to characterize the
document.

e Show cues for the smart searcher, such as when the item
was last updated.

This example from FactBites shows how presenting whole
sentences and several hits from the same document makes it
unnecessary for the user to guess whether this is the document he
needs or not:

.
\ fa Ct b Ites Aboutus = Whyuseus? Press  Contactus
* Where results make sense climate

Topic: Climate
0 Make more relevant to category: Best Organizations Science Technology

Image Search & Filter Web Search for Your Site
Search, retrigval & clazsification Retain traffic. Let users search
of images. Image Mining. s from your site,

Apsis Sweden AB
Syns du pE sékmotorerna?
Testa gratis hos oss

e-Membership

Easily manage membarships
online for conferences,
education, etc.

Ads by Google

Climate Change Solutions: Greenhouse gas emission reduction strategies to reduce global warming
@ Climate Change Solutions: Greenhouse gas emission reduction strategies to reduce global warming
@ The David Suzuki Foundation's tool to halt climate change and conserve nature.

2= |n November 2002, the federal government issued its Climate Change Plan for Canada, a blueprint for
Canada's implementation of the Kyoto Protocol.
om/ (248 words)

www_climatechangesolut

EURQPA - Environment - Climate Change
@ Climate change is one of the greatest environmental, social and economic threats facing the planet.
@ |n order to bring climate change to a halt, global greenhouse gas emissions must be reduced significantly
= Conference of the Parties to the Convention on Climate Change

europa.eu.int/ comm/environment/climat/home_en.htm (483 words)

www.factbites.com
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Preserve Result Credibility

Good.

Distinguish
between
sponsored and
“natural”
results.

Users expect results in order of goodness, where goodness is
judged as “relevant to my search input”.

To maintain credibility, separate and clearly identify sponsored or
featured results - even if you present them first.

Ensure that the starting point for “natural” results will be normally
visible above the fold - that is, without the user needing to scroll
down to find this point.

Web News Images Yellow Pages  White P

sqaure dancing Searc

Homepage | Power Search

* mamma's metasearch results - about these results = refine y«

Sponsored Links There were n
for your sear

Learn How To Square Dance - Instructional VHS & DVD 24/7 Customer Service. Low Prices.  gapcing
Search Results 1-15 of 34 for sqgaure dancing 1 2 3 [Next]

1. Square Dance Callers Council of New Jersey
.. Council The Hudson Valley Council's website The Square Dance
Clubhouse Find out lots about sqaure dancing. Callers schedules, links to
other square dance resorce sites Country Dance and ...
hitp-/fwww ccnjcallers.comilinks_html [ Wisenut, MSN, Gigablast ]

Class Schedule

when you can. Consumers Report recommends Sgaure Dancing as
part of a program fo keep..
http:/fwww.iagsdc .org/bloominsquares/classes.html [ Gigablast, Wisenut ]

3. Sqaure Dance Links
LIMBER TIMBERS SQUARE DANCE CLUB. "Where you come as a

Visitor and leave as a Friend" "Deep in the HEART of Walworth County
Wisconsin" Square dance links ... the Square ...
http:/fusers_elknet net/dad-frd-brats/links_htm [ MSN ]

a~]

i

Event Finder Results

01476 401623 More details.._American Sgaure Dancing. Allington
Village Hall.....01476 401623. More details...American Sqaure
Nancina  Allinaton Villaoe Hall
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Supply a Few Good Result Navigators

Too many.

When I browse,
the proffered
navigation
completely
overwhelms the
products I was
looking for.

The shoes
barely made it
above the fold!

Navigators help the user maneuver and refine the result set of the
search. For the most part the navigators that you want to use with
search results need to be present in the individual documents in
your searchable index. That means that you must decide which

types of navigators to offer before you feed the content into the
index.

There are many different ways to allow your users to navigate once
they are working within a result set. One thing we can guarantee:
Showing too many navigation and refinement options “hides” your
functionality from the users. So you’ll need to consider carefully
which types of navigators are best for your users and your content.

Shoebuy.com uses too many here, in our opinion:

Why Shop at Shoebuy?

FREE shipping FREE retumshipping NO salestax 110% price guarantee

Today only! Save 15%s plus Free Shipping & No Sales Tax. Enter code "FLAG" at checkout. see Restrictions

The World's Largest Site For Shoes "7 VIEW CART | SAVINGS & UPDATES | CUSTOMER SERVICE

SEE ALL

MEN BRANDS

BRANDS | WOMEN KIDS iGIFIS SALE CENTER
BOOTS SANDALS ACCESSORIES HANDBAGS LUGGAGE

| HOME

Detsils

Classic Shoes - Home > Collections > Classic Shoes

SEARCH Classic Shoes All Classic Shoes Brands ﬂ
g g . @ Gender
Advanced Searcl
T R M w Kid:
Search By Brand e Hien s
Search By Size d
Search Wide Shoes Brands
Search Narrow Shoes Bass Glorgio Brutini Rockport
Sale Shoes Bostonian Hush Puppies Sandro Moscoloni
Dexter Johnston & Murphy SoftWalk
Dr. Martens Merrell Sperry Top-Sider
BROWSE Dunham Minnetonka New
Finn Comfort New Balance Sale
Shoebuy Home Florsheim Propet View All
Departments Prices
Men Under $35 $65 - $100 $150 or more
Women $35 - $65 $100 - $150 View All
Teens
Kids View All 2395 Classic Shoes Styles
Collections
Boots Featured Classic Shoes Styles
Bridal Shoes
» Classic Shoes |
Sandals g o
Accessories ‘ﬂs.?,’ﬁ -
Tip:

A small number of usability tests seem to show that users take
more advantage of result navigators when you place them to the
left of the result list. This seems reasonable because many web
sites concentrate link collections across the top and at the left
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Facets for
locating by
attribute

eToys does a
good job of
grouping
prioritizing
facets.

Navigators are
confined to the
left side, and
results fill the
center of the
page.

Suggested
keywords for
locating by
ideas or
concepts

Which Type of Navigators?

Depending on your content and users, choose one or two of the
following:

e Facets

e Suggested Keywords
e Taxonomy Tree

e Entities

¢ Meta data

Facets are typically present in product catalogs or structured

databases. They are helpful when the user’s task can be solved by

selecting desired attributes for the goal of the search.

Here, eToys uses Facets to help shoppers find appropriate toys:

¥ Hel b Oroer Status
Where great ideas come to you b ish List b Shiop Cart

cloys

Learning
com

Videa
Games
AR FPISODEF 111 77
RE & vincr o7 ine s

Collectible
Toys

4 Fi T I
“n hﬁ"ré_ SEE ALL STAR WAR 5

| Gund: Made with Love
| If your first stuffed animal is still hanging around
your bedroom closet, chances are Gund made It...

Welcome

Clearance

A
26 results

Jain Qur
- Animals and Stuffed Toys * » Care Bears ® » B"thday C|Ub!
Search for: | to ren select ok remove all to star
Sort By: 5835 $55-5 Bestseller 1 }
Refine Yol g Care Bears: Bedtime Bear
T . Classic Plush with Video (VHS) a .
ReSUHS | e Price: $14.99 Gat Fl:rrlmndars
Commm = i Great Gift ldeas
Animals and Stuffed P ﬂ.
Toys:
- Electronic Animals — Buy N
i Care Bears Cousins: Lotsa Heart LIV o, BillMe
- Stuffed Animals e e 1 5
- Siuffed Toys - Elephant Plush With Video (VHS) Pay Later. Miater
T Subject to credit approval.
o 7 = | Price: $14.99
A

Buy Select

a* Teletubbie,
Care Bears: Friend Bear with Yiatas... et Second
5 Cartoon VHS Video %% FrEE
P L3 - Drina- €48 OO

Suggested Keywords help to refine results based on ideas or
concepts. They are appropriate for general web search, where
users often enter a one or two word query that yields too many
results. Suggested keywords can also be helpful in a knowledge
worker or knowledge discovery context, for example an Intranet
with a lot of subject matter content, or a subject matter site.

Suggested keywords are one of the simplest navigators to

understand and use, and are appropriate for most non-shopping
sites.
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Here a search
for the
keywords
Nuclear Energy
results in
suggested
keywords
shown on the
right.

Here a search
for the keyword
Jaundice results
in suggested
keywords
shown on the
right.

The search engine www.mamma.com makes use of suggested
keywords as navigators or refiners for result lists. Suggested
keywords may be generated from the query logs (other queries
that contained one or more of the user’s keywords) or from

dynamic analysis of the result list to find central topics.

The Mother of Al Search Engines @

= mamma’s metasearch results - about these results

Sponsored Links
Muclear Energy - Muclear News: Revival of Muclear Energy - Going Forward Togeth
Muclear Energy - Article in Leading Magazine Read it online. Free Triall

Search Results 1-15 of 92 for Nuclear Energy

1. NEI| - The Nuclear Energy Institute

Web

News

Images rellow Pages

MNuclear Energy

mima

Homepage | Pow:

Solar Energy

Energy

wind Energy

_energy efficiency, renewable energy. nuclear energy and clean-coal
technology.....show a majority in favor of using nuclear energy. (PDF
- 2.09M) Learn more .. Nuclear.

http

Wisenut,

- Muclear Energy is the most certain future source

N

.. This

discussion of why human material progress ..
and nuclear energy is likely to remain cheaper ..

N'W.NEN.org [ Gigablast, Open-Directory, MSN, Entireweb, Teoma,

Recognizing .. Eneragy

Looksmart ] Fossil Fuels

page discusses nuclear energy as a part of a more general
is likely to continue

hitp:/iwww-formal stanford. edufjmciprogressi/nuclear-fag.html [ MSH
Teoma, Gigablast, Wisenut, Open-Directory |

[

_ OECD MNuclear Energy Agency

.. Policy Papers What's New Press Room Contacts Vacancies
Practical Info Register Web Links The Nuclear Energy Agency (NEA)
is a specialised agency within the Organisation for Economic

http

ww.nea.fr [ Wisenut, MSN, Gigablast ]

refine your search

Advantages And
Disadvantages of Nuclear

Chemical Energy

Gecthermal Energy

Cons And Pros of Nuclear

Nuclear Energy Cost

White Pages

Scirus.com uses FAST to pull important terms out of the result list
and suggest possible directions for a search that began with a
single-word query:

Search

‘Jaund\ce

I¥ All journal sources ™ All Web sources I~ Exact phrase

Searched for:

All of the words Jaundice

Found: 104,432 total | 42,643 journal results | 61,789 Web results

Sort by: relevance | date

r L

Save checked results |—| Email chacked results |—

Inflammatory Reactions in Peritonitis and Malignant Obstructive Jaundice: Clinical and Experimental
Studies with Special ...

Osterberg, Johanna, Jan 2005

...Peritonitis and Malignant Obstructive Jaundice: Clinical and Experimental Studies
with...translocation, malignant obstructive jaundice, Linomide, COX inhibitor, SC-236,
indometacin...peritonitis or malignant obstructive jaundice (HPB ) have an increased morbidity
and...

Full text available from DivA

similar results

Inflammatory Reactions in Peritonitis and Malignant Obstructive Jaundice : Clinical and
Experimental Studies with Special ...

Asterberg, Johanna, Feb 2005

...Peritonitis and Malignant Obstructive Jaundice JOHANNA OSTERBERG Clinical and
Experimental...in patients with malignant obstructive jaundice. Ljungdahl M, Osterberg J, Ransjd
U...11 Obstructive jaundice...

Full text thesis available via NDLTD

similar results

MoonDragon's Health & Wellness: Jaundice

Jan 2005

...display. MoonDragon's Health & Wellness Jaundice BASIC INFORMATION "For
Informational...your specific situation. DESCRIPTION Jaundice in an adult patient can be caused
hwv...henian ar life-threatening disorders. Tanndice is A vellowina of the skin and eves that,

Refine your search
using these keywords
found in the results:
american academy of
family physicians
american academy of
pediatrics

biliary

bilirubin
conjugated bilirubin
dubin jehnson syndrome

hemolytic disease of the
newborn

aundice of the newborn
light therapy

malignant obstructive
gundice

obstructive jaundice
physiclogic
premature baby
serum bilirubin
unconjugated bilirubin
vellow pigment

Scirus is also notable because of its excellent support for
knowledge workers in using the results: They can be saved or e-
mailed.
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Taxonomy trees
for well-
understood
hierarchical
relationships

When you use

Clusty to
cluster by

topics, you get

a taxonomy
tree.

The typical
plus and
minus
controls are

not necessarily

intuitive for
normal users;
though many
computer
experts are

convinced that

everyone
understands
them.

Entities expose
dimensions in
unstructured
information in
web pages and

Taxonomy Trees are common navigators for search results in
content that is known and owned by the search owner, but
nonetheless extensive and unstructured: For example, in
publishers’ bases of digital textbooks.

Taxonomy Trees are almost always presented hierarchically.

The hierarchical tree component can be difficult for users who are
not computer experts. We have observed that users who make an
incorrect choice at the first level often fail to consider backing up;
probably because their other first level choice moved or
disappeared when the tree opened. Closing an open branch is the
act of a “tree-savvy” user. However, the more familiar users are
with the information in the hierarchy, the more likely they are to
succeed in using the tree component.

A taxonomy tree is a good choice for an Intranet or any search for
subject matter experts, where your users are quite likely to be
familiar with the subject matter terminology. If the results do not
actually have a hierarchical conceptual structure, presenting them
in a taxonomy tree will cause more problems than it solves.

Images

Shopping | Wikipedia Customize!

Advanced
Preferences

Cluster by: ;I'opi.cs [~

Global Warming (250)

Cluster Climate change contains 54 documents.

Facts on Climate Change: & <«
The IPCC consensus reportin a language for
non-specialists  www.areenfacts.org

Climate change (54)

Causing Global
Warming (26}

Human activities (5)

Global Warming Chart (5)

Global Warming Solution B =
Cne solution to help stop global warming - plant hardwood
frees! tropicaltreefarms.com

Heat (3) = e
A 1. Global Warming & <« &
€oz3) ... Change Treaty negotiations and the Kyoto Protocol. May 25, 2005
Facts (2) MEWS: Agreement Over Global Warming at G& Unlikely BEC News,
May 13 2005 Harlan Watson, the US Administration’s chief climate
U.5. Pirg (2)

change ...
vww.globalwarming.org

Other Topics (6)

Australian Greenhouse )
Office (15) 2 Global Warming: The Pew Center on Global

Climate Change & < &

EPA(10)

i Research on global warming, its causes and effects, environmental
Action (15) impacts, and possible solutions. Site Search: click here for advanced
Kyoto, Protocol (12} search Enter your email address to receive our e-newsle

: aw.pewclimate.org - [cache] - Lycos, Ask Jeeves, Wise
Threat (13) ch,

Entities are word or words in a text document that can be
recognized, either by comparison with a continually updated list (All
Universities) or with programmatic rules: If it is capitalized and
followed by Inc. it is a Company.

Entities are usually identified and marked in typically free-
structured documents from the web or from file servers when the
documents are added to the index.
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While relatively expensive to extract and index, entity navigators
have their benefits for knowledge discovery: They can reveal
previously unknown connections and dimensions in the result set.

A search for
“Nuclear energy”
in wikipedia with
FAST produces

these entities. Franoce (~24.2%)

Canada {(~18.1%)
America (~17.1%)
United Kingdom {~17.1%)

Some will be
familiar and
expected, but
others may help
the user to
discover new
dimensions of the
subject.

India {~16.1%)

China (~15.1%)
Irsland (~15.1%)
Russia {~15.1%)

Londen {(~15.1%)

George 'W. Bush {~7.0%)
Albert Einstein (~7.0%)
Robert Oppenheimer {~5.0%)
Werner Heisenberg {(~5.0%)
Hans Bethe {~5.0%)

Nigels Bohr (~5.0%)

Adolf Hitler (~4.0%)

Max Plandk {~3.0%;)
Meordechai Vanunu (~3.0%)
Lawrence Livermone {~3.0%)
Ernest Lawrenoce (~3.0%)
More...

More. .

Companies
United States [~44.4%)
Germany {~25.2%)

Apollo (~3.0%)
Microsoft (~2.0%)
General Electric (~3.0%)
Air France (~2.0%)
Reynclds {~2.0%)

Ford (~2.0%)

1B {~2.0%:;)

Herox (~1.0%)
Vedafone (~1.0%)

NG {~1.0%)

Miorosoft Corporstion (~1.0%

© FAST Search & Transfer 2005

Suggest Solutions Instead of Pointing Out Errors

What do you do when the user enters a “bad” query — one that is
misspelled, or simply doesn’t hit anything?

Base your actions on this paradigm of what users want:

1. First, they want what they think they asked for.

2. Next, they want results more than they want to be

corrected.

If there are results for what they asked for, give them what they
asked for, even if they misspelled. If you can catch the misspelling,
also offer them a link to the results for the correct spelling.
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Web |mages Groups [News Froogle Local more s

Ideal: Google Feeas (s | e

Here I gOt Web Results 1 - 10 of about 9,160 for sqaure dancing. (0.41 seconds)
what I asked bid you mean: square dancing Sponsored Links
for, incorrect Event Finder Results Learn How To Square Dance
spel | |ng a nd ... American Sqaure Dancing Allington Village Hall Tuesday 7 June 2005 8:00pm - 10:00pm Insrtructlona\ VHS & DVD
Every Tuesday. 8pm to 10pm. Beginners welcome. ... E?‘I_CU%FT‘?[ Semceskow Erices:
a” - plus a www.grantham-online.co.uk/ pp/event/results asp?LocationlD=330 - 9k - S ineACe s, com
discreet
A i A Grantham Online - American Sqaure Dancing
Ind |Cat|0n ... American Sgaure Dancing. Tuesday 31 May 2005 8:00pm - 10:00pm Allington Village
Hall Allington. Every Tuesday, 8pm to 10pm. Beginners welcome. ...
that morée . www_grantham-online_co.uk/ pp/event/eventdetail asp?id=10003797 - 4k -
results await Cached - Similer pages
me behind THE VIRTUAL MUSEUM OF METIS HISTORY AND CULTURE
the ||nk tO ... Subject:, Music, Dance, Sqaure Dancing, Sqaure Dance. Description:, The Churchill
Light Reelers from Buffalo Narrows perform in the Junior Square Dance ...
the Correct wwnw.metismuseum.ca/resource.php/01309 - 18k - Cached - Similar pages
Spel | Ing . THE VIRTUAL MUSEUM OF METIS HISTORY AND CULTURE
... Subject:, Music, Dance, Sqaure Dancing, Sqaure Dancing. Description:. The Turtle
Mountain Junior Square Dancers from Belcourt, North Dakota perform at ...
www_metismuseum ca/resource php/01310 - 18k - Cached - Similar pages
[ More results from www.metismuseum.ca ]
If there are 0 results for what they asked for, but a spelling
correction or synonym gives results, discreetly tell them what
happened while giving them the results.
Ideal Results for Jim Stern Web Statistics
eal: =g
Search: | Books _| for Jim Stern Web Statistics @
Here I
spelled the 1 - 10 of 19 most relevant results for Jim Stern Web Statistics :
author’s Sort by: | Relevance i:i [ GO
name 1., =ANE Web Metrics: Proven Methods for Measuring Web
incorrectly, [ W Site Success
: g by Jim Sterne, Jim Sterne (Paperback - June 15, 2002)
but I still got Avg. Customer Rating: ot
the reSUIt I (Rate this item)
wanted - Other Editions: Hardcover | Paperback | Digital (Adobe
and no Reader)

q Usually ships in 2 to 3 weeks
scolding. List Price: $30-00 Used & new from $16.63

Buy new: $19.80

* Excerpt from page 5 "... #I spot (thanks in part to a
recommendation from Howard Stern), the feaderboard was
fairly static. ... This book looks at the Web as a business
tool for communicating with your customers. I..."

FSee more references to Jim Stern Web Statistics in this book.

The point about giving them some results is important. The
following interaction creates a more negative user experience:
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Shop in
Beauty

(Bets-Whst is this?)

.“ amg;oncom. &F VIEW CART | WISHLIST | ( ¥YOURACCOUNT) | HELP ]hi%ﬁ”l&j
L

Sports &
wercowe | YoUR (R ArEREEE, | uecrnancs | R0k wusic o |

SEE MORE Outdoors
STORES

BROWSE THE NEW YORK TIMES® CORPORATE

supiecrs | BESTSELLERS | BEST SELLERS | macazimes | SEERORATE

E-BOOKS
& DOCS

Less
successful

-1 Book search results: we found no results that closely match your search for: Jim Stern Wev
. Statistics

mlSSpe”ed Click here to see additional results that may be relevant to your search.

web as Or would you like to search again?

wev. Search: @
In: Books 4 advanced search

| BARGAIN USED
BOOKS BOOKS

SEARCH |

Here, the
possibly
relevant
results are
not
provided
directly - 1
have to go
look for
them.

Search tips

Source: www.amazon.com

If you changed the user’s query completely for some business
reason of your own, politely say what you did and give the results
you want to: “We're sorry, we don’t have Nike, but you might be
interested in these Asics products.”

Dell doesn't sell I [searcnanpeicom  ~ff  [EXEEE
the IpOd, but Advanced Search
they give the

& My Account | & Premier Login | =S My Cart | E2% My Order Status

Dell recommends Microsoft® Windows® XP Professional

searcher

relevant results %%

anyway. You Searched For: Ipod &9 Search
Hide summaries 12345 Next> Total results: 25121

In our opinion - Filter By Type

Dell should say i New Dell DJ 30 Details Support & Information

“Here are our ”" ;el’;;ﬂs;n;s;::;‘) ion of parzonal snd servers Build your own PG~ | Products

prod ucts t‘:.%ﬂi.] I getthe bestvalue with Istest technology—crder online. e

similar to what
you asked for.”
It's probably
better for
credibility. But
we will concede
that it may not
be the best 1
thlng for sales! » Member Purchase Program

q ¥ Healthcare

Home & Home Office

Dell DJ 20 Details Small Business

Dell offers custam ion of personal snd servers. Build your own PG~
get the best value with latest technology—order anline.

Medium & Large Business

State & Local Government

Federal Government
Dell DJ™ Details

Medium

& Larg ess K-12 Institutions
Dell Digital Jukebox: For users who desire the power and flexibility without those bulky CD's. Take
your music collection wherever you go

v Higher Education Institutions

Source: www.dell.com
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This is fine.

MEIsearch
couldn’t find

“balderdash”

but they did

not throw away
my query. They
keep it where 1

can edit it.

Right beside

“no results” are
links to browse,

so I am not
absolutely
stuck.

If there is no way to tell what they wanted, repeat the query to
make it easy for them to re-evaluate or edit, say what happened
without blaming the user and give them some links to browse
with.

MEiIsearch

Mobile Electronics Industry Search
Search - All Resuits

Bringing the car audio community together

Manufacturers Products Dealers Shopping Websites Photo CDs
Members | Register | Login

www.tracvision.com
S |

TRACVISION
ke

Search Advanced Search
All Resuits

Search |balderdash [search Al ~| search
Browse Directory Search All ¥

Mobile Accessories
Mobile Audio
Mobile Communicatian
Maobile Computing
Mabile Installation
Mobile MP3

Mobile Media
Maobile Navigation
Mobile Security
Mobile Videa
Organizations
Parts And Service
Product Distribution
Retail Shopping
Website Promotion

Websites 10f 0 11

Mo results found for balderdash

The most frequent source of the unfortunate “0 results” situation is
advanced search. Manu users submit too many criteria, and some
find it difficult to understand that they need to be less, not more,
specific.

This Danish site shows one way of reducing the problem - though
the counter may be a little too hard to notice while the user is
entering criteria, the position of the counter right in front of the
search button is very sensible.
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This Danish site
lets users
search for a
beach house.

As each
criterion is
added, the
counter next to
the search
button tells
how many
results you'll
get.

Book dit sommerhus her!

Seg blandt vore mere end 5.000

1 hvornér?

Veelg ankomst dato:
05-08-2005

v Medtag resultater med cirka

huse i hele D

2 hvor?

k!

W weelg hele Danmark

[ v=lg landsdel...

£
ankomst dato som ovenstaende

\eelg rejsens varighed:

" 1uge
2 uger

«

G uger
4 uger
-

S uger

4 seg

690 huse matcher dine snsker

|v=lg omride...

i

Seg pa hus id Sag

3 om husset

Antal personer:

Antal soverum:

[mine =] [minz Z
Ca. pris:

[alle priser =
Afetand til strand:

[t =

V¥ Breendeown

[™ Bernevenlig

[ Husdyr tilladt

™ opvaskemaskine
M parabol

[ Pool

M sauna

[™ Spa-bad

[™ vaskemaskine

>> Sog sfter fariebolig
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Summary of Part 3
Minimize waiting: Irritation begins at waits of 1 second or longer.

Make search easy to find: Use an input box and an action
button. Put them on the same place on each page, with good
contrast top their surroundings.

Provide different ways to search: Simple text input, Search by
browsing or facets, and Advanced search all have their uses.

|II

Be careful with bounded search: Set “all” as the default.
Make the input field long enough: Give your users space for at
least three words

Support search by browsing: Make clickable links with distinct
texts; group links in bunches of 3-7.

Match Advanced Search to your users: Avoid Boolean, provide
fields for things your users care about — and no more.

Optimize Result Lists: Tabular result lists with pictures for
comparisons and shopping; Textual result lists with full sentences
and highlighted hit words for knowledge discovery.

Choose a Few Good Navigators: If you want users to notice
navigators, don’t overwhelm them with too many.
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Part 4: Planning Your Design and Evaluation
Strategy

In this part:
e User Centered Evaluation

e The Design and Evaluate Cycle
o Test Early and Often
¢ Which Forms of Evaluation?
o Internal Walkthroughs
Expert Reviews

o

o Focus Groups

o User Tests or Usability Tests

o Analysis of Web Statistics or Logs

o Pilot Users or Beta Tests

o Online Surveys and Online Feedback

e Optimize Result Lists For Scanning or Shopping

User Centered Evaluation

The best way to ensure a good search user experience is to
incorporate user-centered evaluation activities into your design and
implementation process, planning for them from the beginning.

e If you have an existing service, start by usability testing the
existing search to gather factual information about what
problems need to be solved, and areas of potential
improvement.

e If you are planning for an entirely new service, start with

focus groups to verify who your users are, what they want
to do at the site, and the business case for the service.

The Design and Evaluate Cycle

Here’s a normal way to proceed, ensuring good usability through a
process of controlled iteration:

1. Do a first draft design on paper or with some drawing tool.
Evaluate and correct the design before proceeding.

2. Do a second draft of the screen pictures in the development
tool. Evaluate and correct the design before continuing.

3. Begin the actual implementation process. While still in the
quality testing and de-bugging phase, do live usability
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testing to identify remaining problems; make corrections in
the final days or weeks of development.

4. As part of the design, consider how you will measure
usability once the system is in production: Through logging,
online surveys, feedback mechanisms and / or continuous
usability testing. Once the system is in production, track
usability and attempt to identify required changes for the
next version.

Evaluate and

- Paper
P - Prototype \

Evaluate p
and I Live
: Prototype
Correct

~ Nearly 4__/
S~ = Completet

Live Evaluate and

Test Early and Often

It is axiomatic that the earlier in a development project you find a
problem, the less it costs to fix that problem.

Evaluation is thus best used to gather feedback early, when the
feedback can be taken into account, and not as a “give the project
a pass or fail mark” type of activity once it is too late to make
constructive changes.

Consider involving designers or developers and any hands-on
stakeholders as first-hand observers of evaluation activities such as
focus groups or user tests, rather than outsourcing the work
entirely. Observers more easily reach consensus about which
problems remain, and also about the relative importance of various
problems, and focus their efforts accordingly.

Which Forms of Evaluation?

There are different ways to collect feedback on your site’s
functionality and design. Consider budget and schedule - and how
critical usability is at your site — when planning evaluation
activities.
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Internal Walkthroughs

Internal usability reviews are inexpensive and fast.
A simple technique is to assign one team member as the advocate.

1. Choose one of your personas “Linda” and one of the tasks
that is appropriate for this persona.

2. The designer explains what Linda would do, step by step, to
carry out the task.

3. For each step Linda’s advocate looks at the interface from
her point of view and asks “why would Linda understand
that she should do this now?”

You can usually find and remove some problems this way. You will
miss some problems, and you may also find false positives - things
that the project agrees are problems that real users don't care
about at all.

It's often sensible to use an internal walkthrough before a usability
test. Internal walkthroughs work best when you are familiar with
your users and their tasks.

Expert Reviews

People who perform many usability tests tend to develop their
ability to predict what is likely to cause problems for users. We call
these people “Usability experts.”

In an Expert Review, you simply have such an expert look through
your system and list potential problems.

Closely related to Expert Reviews are Heuristic Reviews. A heuristic
is a guideline. For this type of review, write a short list of
guidelines. The Search Interaction Guidelines in this white paper
would be suitable for reviewing a search function, for example.
Collect a group of reviewers and go over the guidelines to make
certain that they are understood. Then ask each reviewer to look at
your system independently and make a list of potential problems.

Because research has shown that the curve for new problems found
tends to rise steeply and then flatten when you use enough
reviewers, there is some reason to infer that you can find most
usability problems by using an appropriate number of reviewers.
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Typcial Problems Found Curve, Heuristic Review

Total Problems Identified

L/

1 2 3 4 5 6 7

Number of Reviewers

One disadvantage of any form of expert review is that you can only
find the problems that can be found with this method. No matter
how many experts you have, usability testing with a variety of
users will turn up new and different problems - although maybe
not so many, if you've already done an expert review and taken the
results into account. A second drawback is that experts tend to
identify a few problems that never bother the users at all: Users
don’t read guidelines, after all!

Focus groups

Typical users or customers are invited to view your site on a large
screen in an informal group setting. A trained facilitator asks open-
ended questions and guides the discussion so that each participant
is heard.

Focus groups are good for testing out site nhames, content ideas
and content presentation, general layout and the emotional values
conveyed by visual design. Focus groups can also elicit user
intentions: What would I go to this site for? You can also garner
users’ opinions about competing sites and information about how
competing sites are used. If we conceal information about who is
asking, a focus group can produce obtain frank opinions about how
our site measures up to the competition.

Because they take place in a group setting, focus group results may
be invalid if one or two opinionated people have been permitted to
dominate a group, or if the facilitator asks leading questions or
otherwise indicates which answers are most welcome. Therefore it
is wise to use an experienced and objective facilitator, and to
observe facilitator behavior carefully.

User Tests or Usability Tests

User tests are generally conducted one-on-one with a test user and
a facilitator. Any number of observers may also be present. In
more formal usability testing, observers are concealed behind one-
way glass or observe via closed-circuit TV.
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Prior to the test someone must make appointments with a
representative group of test users, write a test script, set up a test
locale and agree on who will observe each test.

Steps in a typical user test

Opening A user test often includes an opening interview where

interview we seek to clarify how the user fits - or doesn‘t fit -
into our target group: what skills, background and
goals this user has. Sometimes we try to establish
the user’s initial feelings about our brand, or about
our site and the competition. We can also use the
initial interview period to lead the user to create their
own list of tasks to be performed on the site.

Task The essential part of a user test is the task

observation observation section. Here we give the user tasks to
carry out and then observe, without helping, as the
user tries to use the site. We record or take notes to
capture what goes wrong.

Closing At the end of the task section we may have a closing

interview interview to ask the user to revisit problems and
explain what he or she was thinking. We may also ask
for a closing evaluation of our site or brand to
compare with the opening evaluation.

After each user leaves observers should gather and list the
problems they noted, saving discussions of how to solve the
problems for later.

After the final user has left, observers and facilitator compile,
categorize and prioritize problems, and to discuss possible
solutions. This work may result in a test report and an action list.

By including designers, developers and stakeholders as observers,
you can use usability testing to ensure a shared understanding of
what problems it is important to solve, and why.

Usability tests can be performed on prototypes or early versions of
site; it can also be very helpful to make comparative tests of a
competitor’s site and one’s own site.

It is important to schedule usability tests early enough that there
are time and resources available to make the necessary changes. A
test scheduled when you are not motivated to make changes is
called a user acceptance test. This is usually a good test of the
development organization’s sales ability, but not a test of usability.

Analysis of Web Statistics or Logs

This form of evaluation is especially useful for a site that is already
up and running. Try to put in place a logging and reporting system
that reveals whether the site is achieving your usability goals.

At a minimum, check regularly to see:
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¢ What visitors are typing into your search field, and what results
they get.

e Which queries yield no results.

Logging and analysis tools can show you click streams for a single
user and aggregate click streams. They can show you how your site
is used.

Logs and statistics are valuable for uncovering potential problem
areas, but they are not sufficient tools to ensure usability.

What you cannot see is whether a given stream represents a user
who achieved his goal, because logging does not capture the
user’s intention - just what he does. Use logs and statistics
together with other techniques for maximum benefit.

Pilot Users or Beta Tests

In a pilot or beta test situation, the system is often made available
to certain trusted users or customers, who are then asked to report
back about any problems they experience.

Pilot tests can be very useful for checking if installation and
configuration are problem-free. They can be valid for getting the
customer or user’s evaluation of how useful efficient, useful or
helpful a new site or system is, once they had a chance to use it in
a real working context.

Pilot tests are usually less helpful for checking ease of interaction
and whether the system tends to provoke user errors, because it is
difficult to collect feedback at this level of detail.

If you want to use a Pilot Test, make sure to budget time and
resources for feedback collection and evaluation. In order to obtain
useful feedback, you will need to take initiative towards the users.
Consider formalizing the process with interviews or questionnaires
to be filled out.

Online Surveys and Online Feedback

Online surveys are sometimes called “departure surveys” because
they are triggered by a user completing a process or taking some
action that indicates that she is finished.

A page or pop-up invites the user to give feedback on the
experience they have just had with the site, and user input is
automatically stored and may even automatically be summarized
and reported.

e The biggest advantage of online surveys is that you can ask the
user what his intention was, and whether or not he was
satisfied. By adding this contextual information to the web log
of what he did, you can gain a true understanding of why he
was satisfied - or not.

¢ The biggest disadvantage of online surveys is that respondents
are self-selecting. Those who are articulate, technology-oriented
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and dissatisfied will answer often - and what they ask for may
not be same as what they user who gave up in despair would
have asked for - if he had dared or been willing to take the

survey.

While costly, such systems can potentially give good cost/benefit. If
the surveys are relevant and well-designed, they will help you to

quickly identify problem areas.

By asking the same questions over time, you can compare user
response to other key performance indicators (such as conversion
rate or number of results viewed). By correlating online survey data
with changes made to the site and changes in key performance
indicators, you will eventually be able to form a clear, factual
picture of what is important and what is not.

Summary of Part 4

Phase What We Need To Know Appropriate Types of
Evaluation

Planning a new Who will use it? Interviews

service

What do they want?
How do they respond to our

Field Observations
Focus Groups on

offering? questions

What is the competition Competitor Analysis

doing? Usability Tests of
Competing or similar
sites

Design Phase How will they get to our site? | Internal and external
What are the user’s search reviews
tasks? Focus groups on

How will they use our search?
Can they find the search?

Do they understand our
search input?

Do our result pages seem to
work?

Does our result navigation
work?

What feelings does our visual
design produce?

prototypes

Usabilty Tests on
prototypes

Online Pilots with
Surveys,

Query logs

Implementation Can they find the site?

Phase What do they want to do with
it?
What do they try to do with
it?

Do they succeed? If not, what
stops them?

Online Pilots with surveys

Usability Tests on pre-
release
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Do they enjoy the experience?
Do they plan to come back?

Operational Phase

Is our conversion rate rising?
Is our return visit rate rising?
Is user satisfaction
increasing?

Is user productivity
increasing?

What hindrances remain?
Where can we improve?

Field Observations
Interviews
Online Surveys

Regular Usability Tests of
Own and Competing Sites

Query Log mining
Web Log mining
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Additional Usability Resources

http://home.earthlink.net/~searchworkshop/ Papers submitted to CHI 2003 -
Best Practices and Future Visions for Search Uls: A Workshop.

www.useit.com Jacob Nielsen’s columns. See especially: Search and You May
Find, July 1997. Mental Models for Search are Getting Firmer, May 2005. Search,
Visible and Simple, May 2001

http://www.nngroup.com/reports/ecommerce/search.html Donald Norman /
Jacob Nielsen; E-commerce user experience / Design Guidelines for search (PDF
downloadable commercial report)

http://www.iawiki.net/IAwiki Information Architecture Site, good resource for
faceted browsing.

www.uie.com Jared Spool’s firm publishing articles on findings in their usability
tests; See especially 6 articles on search http://www.uie.com/browse/search/

Sterne, Jim, Web Metrics: Proven Methods for Measuring Web Site Success, Wiley
Publishing, Inc. © 2002 ISBN 0-471-22072-8

Rubin, Jeffrey, Handbook of Usability Testing, Wiley Technical Communication
Library, © 1994 ISBN 0-471-59403-2

Van Duyne, Douglas; James A. Landay; Jason Hong; The Design of Sites:
Patterns, Principles, and Processes for Crafting a Customer-Centered Web
Experience, © 2003. Addison-Wesley. ISBN 0-201-72149-X.
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