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Where we are going …

• Why worry about research?
– Emerging best practices
– Emerging methods
– Emerging Areas of Interest

• Gathering your own evidence

• Additional Resources 



When you don’t leverage research …



When you don’t leverage research …

Web managers, 
content creators and 
developers tussle 
about content, the 
‘right’ design and 
what to do next ..
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• How many spaces in a text box?
• Can labels on forms be right aligned?
• How big should the font be?
• Can we make the text white on a dark 

ground?
• Where does the primary navigation go?
• What belongs on the home page?
•  Bullets, not paragraphs…

Quiz: 
How many of these debates have you had?





When you do …



When you do … leverage research

Webmasters can
•Coordinate site and content strategy
•Drive continuous improvement
•Manage (and evolve) the website design 
& standard

Content experts can design effective 
content
Developers can implement elegant code 



What to do?

• Integrate current research to your 
practice



• Bridge picture



Key Resources



Interesting, well-evidenced, actionable. 
Pick 2?



Research at ‘the academy’



The best evidence …
Usability Guidelines: 2006

Chapter Section Title Importance Evidence

1 1:01 Provide Useful Content 5 5

2 2:03 Standardize Task Sequences 4 5

2 2:05 Design For Working Memory Limitations 4 5

6 6:07 Align Items on a Page 4 5

9 9:03 Use Descriptive Headings Liberally 4 5

11 11:01 Use Black Text on Plain, High-Contrast Backgrounds 4 5

12 12:01 Order Elements to Maximize User Performance 4 5

14 14:01 Use Simple Background Images 4 5

14 14:04 Use Video, Animation, and Audio Meaningfully 4 5

15 15:06 Use Mixed Case with Prose 4 5

16 16:04 Group Related Elements 4 5

18 18:01 Use an Iterative Design Approach 4 5

11 11:06 Use Attention-Attracting Features when Appropriate 3 5

11 11:07 Use Familiar Fonts 3 5

11 11:10 Emphasize Importance 2 5

13 13:22 Use Data Entry Fields to Speed Performance 2 5

16 16:09 Use Color for Grouping 2 5

14 14:15 Use Images to Facilitate Learning 1 5



But, the real world…



Reality of the world …













What to do?

• Integrate current research to your 
practice

• Go to conferences, join SIGs that help 
you keep up to date with less effort 



Research-based Best Practices
Support Visible Search 

58 spaces

33 spaces

11 spaces



Research-based Best Practices
Anchor Navigation Consistently





Research-based Best Practices
Anchor Navigation on the Left



Research-based Best Practices
Instruction Placement



Research-based Best Practices
Instruction Placement

Users want to DO things. They 
look here first.

Jumping to the text field means 
they leapfrog over instructional 
text.
 
Users don’t turn double back, 
they make a guess and move 
on.



Research-based Best Practices
Guidelines for Instructional Text
• Split instructions by actions 
• Put instructions by the thing they 

apply to
• Place instructions just downstream, to 

the right or below 
• Use a link to a pop-up box when long 

instructions disrupt the layout of the 
actions



Existing Methods|  Guerilla Testing



Existing Methods|  Guerilla Testing

Read stuff 
up here 

Do  stuff 
down here 



Emerging Methods|  Eye Tracking
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Research-based Best Practices
Progressive Layering





Emerging AOIs
Emotion in Government?

• Do users judge sites by their covers?
• How long does it take to judge a site?
• What does that judgment influence?
• Can first impression determine 

success?



Emerging AOIs
Emotion matters
• First impression is emotional
• First impression happens within 50ms
• First impressions influence

– Content Value Judgments
– Credibility
– Perceived effectiveness of sites







Emerging Best Practices |  First Impressions

Characteristics are visual
• Well designed
• Interesting
• Good use of color
• Good layout
• Imaginative
• Clear 
• Simple Bottom line: 

• No matter how good the design/ 
interaction, you must make sure the first 
impression is positive
• Test via bakeoffs





drivers

blocks

target actions

Emerging AOIs
Motivation & Content Design

stories



stories

Emerging AOIs
Motivation & Content Design



Get kid health again
Reduce anxiety

Find what it is
FInd what to do

Emerging AOIs
Motivation & Content Design

Driver

Target Action

Blocks

Credibility
Trust
Usability

Fear
Distraction OUTBOUND STATE: Unchanged



Emerging AOIs
Motivation & Content Design

OUTBOUND STATE: Engaged, confidence increasing...

Get kid health again
Reduce anxiety

Find the right info

Driver

Target Action

Blocks

Fear
Distraction

Lack of confidence



Emerging AOIs|  Motivation & Content 
Design

Get kid health again
Reduce anxiety

Find what it is
FInd what to do

Driver

Target Action

Blocks

OUTBOUND STATE: Increased anxiety, but concrete call 
to action, motivated to research further



Emerging Methods|  Analytics



Emerging AOIs 
Text formatting influences comprehension

Avandia and the FREE
I Can support program
can help you manage
your type 2 diabetes.

Avandia and the
FREE I Can support
program can help
you manage your
type 2 diabetes.

vs.



What to do?

• Integrate current research to your 
practice

• Go to conferences, join SIGs that help 
you keep up to date with less effort 

• Develop a continuous evaluation/
improvement plan for your site(s)



How it often works

Usability is Just-in-time
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How it could work: Iterative design
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Some methods to evaluate and trend

• User research / Persona development
• Survey
• Usability Testing
• Web Analytics



How continuous improvement happens …

Institutionalized
Usability
Programs 
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Impact: Improved citizen experience
Redesign

Usability Findings : Test - Retest

Original Site – State Personnel Board



Impact: Improved citizen experience
Original Site Redesign

Usability Findings : Test - Retest



The commercial world gets it …
Commercial commitment - improving online experience



What to do?

• Integrate current research to your 
practice

• Go to conferences, join SIGs that help 
you keep up to date with less effort 

• Develop a continuous evaluation/
improvement plan for your site(s)

• Think about how to engage others in 
your agency … they may not be as 
excited as you are (yet).

• Ask questions 



Defining Usability Objectives | Efficiency

• 95% of typical users complete tasks in < 3 minutes
[Find a clinical trial.]

• 90% of users find specific information in < 30 
seconds
[What are the risks related with taking aspirin?]

• 98% can find a particular report in < 45 seconds
[Cancer mortality in the U.S.]

• Task completion time task will be 10% on the new 
site than on the old site. [Make an airline reservation.]



Defining Usability Objectives | Navigation Accuracy

• 80% of users complete tasks with no 
navigation errors
[Purchase 100 shares of Cisco stock]

• < 10% of clicks will be “garden paths”
• 95% of users recover within two clicks



Defining Usability Objectives | Learnability

• 90% of users will understand how to use a 
site after 1 web-based training session 
[Use a genealogy website to find their ancestors]

• 80% of new users can complete a task after 
reading on-page instructions
[Order a prescription drug over the Web]



Defining Usability Objectives | Satisfaction

• 90% of usability test participants rate the 
new site superior to the existing website

• 90% of highly experienced users rate the 
new site “easier to use” than the current site


