When It’s Not Just Your Opinion:
Usability Research for Government Web Managers
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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 ..




Quiz:

How many of these debates have you had?

 How many spaces in a text box?
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Quiz:

How many of these debates have you had?

 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?




Quiz:

How many of these debates have you had?

 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...







When you do ...




When you do ... leverage research
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What to do?

* Integrate
practice







Key Resources

Usability.g
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Your guide for developing usable & useful Web sites

Step-by-Step Usability Guide

® Think About the Process

o pratze | |1

Home | Dictionary | Site Map

—

Test & Refine

® Leamn About Your Users ® Determine Site Requirements ® Conduct Usability Testing
® Develop a Plan & Conduct Task Analysis ® Wiite for the Web s Analyze Results
* Assemble a Project Team * Develop Personas * Use Parallel Design ® Prepare Test Report
® And more... ® And more... & And more... & And more...
Usability Topics What's New
<555 Available for order: Updated
® Usability & Government @ Research-Based ® Templates & Examples | _ - 2006 ResoahBased Web
. S Design & Usability Guidelines
® Usability in Govemment Guidelines ® Usability Test Reports -
o Lessons Leamed o Home Page « Online Surveys " Book
* Requirements & Best Practices » Page Lay%ut * Usability Testing Forms ® Fact sheet: Automated Usability Tes
* And more... * Navigation & And more... Environment (UTE) Tool
® Usability Basics o ks earance @ Usability Methods ICEE What's New Updates Help with
® What Is Usability? . Gvapmé"’ues‘gn ® Card Sorting RSS
® Why Is It Important? « Acoessibilty ® Personas Usability Newsletters
o How Much Doss It Cost? o Search ® Task Analysis ® Usability Updates - Creating Usable
& Can Usability Be Measured? . Selteare/Hardware & Usability Testing Oniine foms
* And more.. « And more... * And more... o All Newsleters

Meetings & Events
® Web Manager University Spring 200€
Schedule
® All Meetings & Events

Download Adobe Acrobal® Reader™ to view PDF files located on this site.
Home | Dictionary | Site Map | About Us | Centact Us
Accessibility | Privacy Policy | USA.gov

This is an official U.S. Government Web site managed by the U.S. Department of Health & Human Services.

Webcontent.gov

Your Guide to Managing U.S. Government Websites

F

About Us FAQ's Topics A-Z Contact Us

News & Even

= Plain Language Act passes in
= Registration closed for the 2008 Government Web Managers Conference. the House

= View the finalists for the 2008 Web Best Practice Awards.

= Register for Spring 2008 Weh Manager University Classes. = May 5-6: Government Weh
Managers Conference & Best

Bractice Awards Ceremony

Research-Based Web Design
& Usability Guidelines

Sanjay |. Koyani, Robert W. Bailey Ph.D,
Janice R. Nall

= May 15: Website Makeover —
Focusing on Your Visitors'
Maior Tasks (1-Day Course)

» REQUIREMENTS
& Best Pracrices
Federal Laws & Regulations
OMB Policies Designing Task-Focused

Organizing & Categorizing

> MaNAGING CONTENT

= Join the Forum ListServ
Writing for the Web

Keeping Content Current
Archiving/Web Records

M S ific Ty f
Hanaging Specic Types o « Get E-mail Updates

* Usasiuy & Design
Accessibility/Section 508
Design Templates
Usability Principles & Techniques

= Join Networks & Groups

= Read Forum Archives

BOOKMARK g " 4
> ImproviNG Your WessiTe » Manacement
& GOVERNANCE
Evaluating Your Website/

Web Metrics What is Web Governance?
Makina Chanoes/Redesians Sample Governance Models




Interesting, well-evidenced, actionable.
Pick 27?

Research-Based Web Design
& Usability Guidelines

Sanjay ). Koyani, Robert W. Bailey Ph.D,
Janice R. Nall

5 — Strong Research Support

¢ Cumulative and compelling, supporting research-based evidence
* At least one formal, rigorous study with contextual validity

* No known conflicting research-based findings

* Expert opinion agrees with the research

4 — Moderate Research Support €3O0

* Cumulative research-based evidence
* There may or may not be conflicting research-based findings
* Expert opinion

* Tends to agree with the research, and

* A consensus seems to be building

3 — Weak Research Support @&

* Limited research-based evidence

* Conflicting research-based findings may exist
- and/or -

* There is mixed agreement of expert opinions

2 - Strong Expert Opinion Support @O0

* No research-based evidence

¢ Experts tend to agree, although there may not be a consensus

* Multiple supporting expert opinions in textbooks, style guides, etc.
* Generally accepted as a ‘best practice’ or reflects ‘state of practice’

1 — Weak Expert Opinion Support @CO0O0O0)

* No research-based evidence
* Limited or conflicting expert opinion




Research at ‘the academy’




The best evidence ...

Usability Guidelines: 2006

Chapter
1
2
2
6
9
11

12
14
14
15
16
18
11
11
11
13
16
14

Section

1:01
2:03
2:05
6:07
9:03
11:01
12:01
14:01
14:04
15:06
16:04
18:01
11:06
11:07
11:10
13:22
16:09
14:15

Title

Provide Useful Content

Standardize Task Sequences

Design For Working Memory Limitations

Align Items on a Page

Use Descriptive Headings Liberally

Use Black Text on Plain, High-Contrast Backgrounds
Order Elements to Maximize User Performance

Use Simple Background Images

Use Video, Animation, and Audio Meaningfully

Use Mixed Case with Prose

Group Related Elements

Use an Iterative Design Approach

Use Attention-Attracting Features when Appropriate
Use Familiar Fonts

Emphasize Importance

Use Data Entry Fields to Speed Performance

Use Color for Grouping

Use Images to Facilitate Learning

Research-Based Web Design

& Usability Guidelines

Sanjay |. Koyani, Robert W, Bailey Ph.D

Janice R. Nall
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Importance
5
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But, the real world...




Reality of the world ...

Usability Guidelines: 2006

Chapter Section Title

1 1:01

1:02
3 3:03
5 5:03
6 6:02
6 6:03
8 8:01
9 9:01
10 10:01
15 15:01
16 16:01
16 16:02
1 1:03
1 1:04
2 2:01
5 5:01
6 6:01
13 13:01
17 17:01
17 17:02
3 3:01
3 3:02
5 5:02
13 13:02
16 16:03

Provide Useful Content

Establish User Requirements

Do Not Use Color Alone to Convey Information
Create a Positive First Impression of Your Site
Place Important Items Consistently

Place Important Items at Top Center

Eliminate Horizontal Scrolling

Use Clear Category Labels

Use Meaningful Link Labels

Make Action Sequences Clear

Organize Information Clearly

Facilitate Scanning

Understand and Meet User’s Expectations
Involve Users in Establishing User Requirements
Do Not Display Unsolicited Windows or Graphics
Enable Access to the Homepage

Avoid Cluttered Displays

Distinguish Required and Optional Data Entry Fields

Ensure Usable Search Results
Design Search Engines to Search the Entire Site
Comply with Section 508

Design Forms for Users Using Assistive Technology

Show All Major Options on the Homepage
Label Pushbuttons Clearly
Ensure that Necessary Information is Displayed

Importance
5
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Research-Based Web Design
& Usability Guidelines Fr

Sanjay |. Koyani, Robert W, Bailey Ph.D
Janice R. Nall

Evidence
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What to do?

* |[ntegrate 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
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O' Web | Images | Video | Audio @ Directory @ Local  News = Shopping
AHO . Search:{ | Web Search |
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)2 2| Centers for Disease Control and Prevention .. niilllll =

Health & Safety Topics
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Research-based Best Practices
Anchor Navigation Consistently

i Chief Financial Officers Council
\. Chief Financial O @ < _
FirstGov IFCS SiteMap Text Only Search [ -

The U.S. Chief Financial Officers Cq

Welcome to the home page of the U.S. Chief
Deputy CFOs of the largest Federal agencies,
Department of the Treasury who work collabx]

Home
CFO Counail

About CPOC DEDSITMEn OMB Meme to Agency CIO's and CAO's

The Administrator for Federal Procurement P
rechnology, signed the attached memorandu
reiterating the importance of buying accessib
Rehabilitation Act of 1973, and identifying re
In particular, the memorandum announces t
guide agencies through the process of buying
information. Plesss call Terry Wesver, Dirsctg
information regarding the '8uy AccessiDie Wi
Please call Lesiey Figld at the Office of Federa

Members Only OMB Mcem
Calendar

MRl  About CFOC
Initiatives Technology

* ! Mambears Onl
Links reiterating Y
Hehabitat) Calendar
Doacumants n partleuls
T e Initiatives
BOAC gu gun
informarion Links

FAQ information
pren sl Documents

BOAC
FAQ

View OMEB Memo

)

What's New

Primary and secondary
navigation is placed consistently
throughout the site.

e Core Fnancial Syctem Requirementc, 1a
Blooio: Acsobhat Soasxdos




Research-based Best Practices
Anchor Navigation on the

wmm. 1 \

Explore the Outdoors Customser Service My Account
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Dont my
0% sawin
vhale fam

rusl Wis
ede of po

r Sale, with

o be
e for the

Eotar om @ oo kapward

Men's
Women's
Kidy
Fou
Outdoor Gaar & Appare
LUpsage & Trave!
Home & Oadasr Livieg
G Cartaoates
l ALSO FROM LLSBEAN
Sale
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) Save wy
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Save up to 60

on hundreds of items |
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I SHOPPING SERVICES
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Cwall Newslotter
100% Guarantosd
Gt Services
Order Tracung/Hstary
Caty Retyrns
LLBean Visa
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Evploymen
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percepion and customer loyalky can e dramatcally
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Research-based Best Practices

Instruction Placement

A Login - Microsoft Internet Explo... Qli!@

LogIn

For User Name use your first initial and your
last name. For example, jsmith

When indicating member status, student
members and honorary members should
select Non-member.

User Name:

(O Member

(O Non-member

Log In

a Login Page - Microsoft Internet ... Q\El@

LogIn

User Name:

Use your first inital and last name
Example: jsmith

(O Member Student members and

O Non-member honorary members should
select Non-member.

Log In




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.

A Login Page - Microsoft Internet ... Q[ﬁl

LogIn

User Name:

Use your first inital and last name
Example: jsmith

O Member Student members and

() Non-member honorary members should
select Non-member.

Log In




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

Select from each of the drop down boxes helow.
(Hold down the control key to select mare than one option.)

Choose one or more variable

Choose years to include: Choose one or more agencies:

groups™
From: |1985 x| To: [1985 »]  [Number ofindex crimes Ansonia Police Dept ﬂ
Number of violent crimes Awvon Police Dept

Number of property crimes Berlin Police Dept
Index crime rate ~| Bethel Police Dept |




Existing Methods| Guerilla Testing

Select from each of the drop down boxes helow.
{Hold down the control key to select more than one option.)

. Read stuff
. _ Choose one or more variahle .

Choose years to include: o Choose one or moare agencies: up here
groups™

From: |1985L| To: |1985L| Number of index crimes Ansonia Police Dept il
Number of violent crimes Awvon Police Dept D pe
Number of property crimes Betrlin Police Dept 0 stu
Index crime rate ~| Bethel Police Dept ~| down here

Choose years to include:

From: | 1960 x| To:[1999 ~|

Number of index crimes -
Number of violent crimes
Number of property crimes
Index crime rate

“Yiolent crime rates ~]

Choose one or more variable groups™ Choose one or more States:

United States-Total il
Alabama

Alaska

Arizona

Arkansas ~]

Get Table Reset Form

Hold down the control key to select more than one option.

Tables with many variables may be very wide.




Emerging Methods| Eye Tracking

Taking Medicines Sgg"fe%y Agree  Neutral Disagree g};g;?g’e
13. Taking medicines more than once a day is
inconvenient. o © © © ©
14. | have to take too many medicines a day. O O O O O
15. It is hard for me to swallow the pills | have to
el el e piis Thaw o o o o o

1awcio.

Agree Disagree

e ‘
incigve-niieqt_i 7" - . O O 77_70 / O
14. ] have to take too many medici — O ’ o

15. It .Iar'm-Qgié-isWallow the pills | have to
take. O @] O O O

Taking Medicines gl & Neutral Disagrse /i ondl




Emerging Methods| Eye Tracking

r

Federal/State Basic Payroll




Research-based Best Practices

Progressive Layering

.{_ U:S.Department of Health & Human Services www.hhs.gov

U.S. Food and Drug Administration
Im Protecting and PromotinggYour Health

A-Z Index
Food » 3 .
- Stiengthening A/B/CIDEFIGHI
e ’. JJKLMNOPAQR
Medical Devices [ 3 STUVWXY Z #
Biologics, Blood & Vaccines »
Animal & Veterinary » Most Popular
Cosmetics [ » Animal Cloning
» Heparin
Radiation-Emitting Products » | [ < - N~ - -o--o-oeoeeoeees
» LASIK Surgery
Combination Products » » Qualified Health Claims
» Vaccines
Science & Research In The Spotlight
e Glinical Trials .Al'?dYI'S Take: Modernizing FDA °FDA Key Ini‘tiatives Report a Problem
*Pediatric Therapeutics the Right Way *Buying Medical Products
* Toxicological Research * Animal Drug User Fees Online *Drugs, Medical Devices...
*Food Protection Plan Spotlight Archive ® (MedWatch)
More Science and Research ® AL e DD *Food
*Vaccines
Regulations & Laws News & Events * All FDA Products
*How to Comment on Proposed » FDA Approves Relistor for Opioid-Induced Constipation *To Report an Emergency
Regulations ] » FDA Orders Pet Food Maker to Obtain Emergency
* Code of Federal Regulations Operating Permit Recalls & Alerts
:Do:j:ketls . » FDA Proposes Recommendations for Two Animal Drug *Recalls & Safety Alerts
Federal Register Funding Programs *Warning Letters
N e S AN Or e S | == ey e
» FDA Strengthens Safeguards for Consumers of Beef
"""""""""""""""""""""""""""""""""" Approvals
About FDA » FDA Clears Glove Made from New Type of Latex

*Product Approvals

*FDA Organization

¢ Achiicans Cammittaac

ENewsroom FHMeetings | Testimony | Speeches




Research-based Best Practices

Progressive Layering

.{_ U:S.Department of Health & Human Services www.hhs.gov

U.S. Food and Drug Administration
Im Protecting and PromotinggYour Health

A-Z Index

A BCDEFGHI
JJKLMNOPQR
STUVWXY Z #

Food

Drugs
Medical Devices

Biologics, Blood & Vaccines

Most Popular

Animal & Vetei'rrarf

Cosmetics » Animal Cloning

Radiation-Emitting Products

Combination Products

» Vaccines
Science & Research In The Spotlight
e Glinical Trials .Al'?dYI'S Take: Modernizing FDA °FDA Key Ini‘tiatives Report a Problem
* Pediatric Therapeutics the Right Way *Buying Medical Products
*Toxicological Research * Animal Drug User Fees Online *Drugs, Medical Devices...
*Food Protection Plan Spotlight Archive ® (MedWatch)
More Science and Research ® DO METHESECIIEL. «Food
*Vaccines
Regulations & Laws News & Events * All FDA Products
*How to Comment on Proposed » FDA Approves Relistor for Opioid-Induced Constipation *To Report an Emergency
Regulations } » FDA Orders Pet Food Maker to Obtain Emergency
* Code of Federal Regulations Operating Permit Recalls & Alerts
:Eo:j:ketlsR ) » FDA Proposes Recommendations for Two Animal Drug *Recalls & Safety Alerts
ederal Register Funding Programs *Warning Letters
N e S AN Or e S | == ey e
» FDA Strengthens Safeguards for Consumers of Beef
"""""""""""""""""""""""""""""""""" Approvals
About FDA » FDA Clears Glove Made from New Type of Latex

*Product Approvals

*FDA Organization

¢ Achiicans Cammittaac

ENewsroom FHMeetings | Testimony | Speeches




Research-based Best Practices

Progressive Layering

.{_ U:S.Department of Health & Human Services www.hhs.gov

ID/) U.S. Food and Drug Administration =
Protecting and Promoting Your Health

A-Z Index
Foo Key Topics Industry Resources
* Food Safety * Guidance Documents ABCDEFGHI
Drugs > * Nutrition * Ingredients & Packaging
i i * Dietary Supplements * Color Additives JIKIIL [MINJO|PIQIR
Medical Devices »|  «Food Defense « HACCP siTlulviw x|y z #
Biologics, Blood & Vaccines »| Consumer Resources * Importing Food
= = « Information for Consumers  ° Food Labeling
Animal & Veterinary > & Health Educators *Food Code Most Popular
= - > * Food Allergens
osSmetcs FDA Industry Systems » Animal Cloning
Radiation-Emitting Products » * Facility Registration » Heparin
* Prior Notice of Imports e
L <
Combination Products » More Information on Food » ..I."_A.S.I.FE.S.EI_r.g.e.q ............
» Qualified Health Claims
» Vaccines
Science & Research In The Spotlight
« Clinical Trials °Andy'_s Take: Modernizing FDA °FDA Key Ini‘tiatives Report a Problem
*Pediatric Therapeutics the Right Way *Buying Medical Products
*Toxicological Research * Animal Drug User Fees Online *Drugs, Medical Devices...
*Food Protection Plan Spotliaht Archive ® (MedWatch)
More Science and Research ® e *Food
*Vaccines
Regulations & Laws News & Events * All FDA Products
*How to Comment on Proposed » FDA Approves Relistor for Opioid-Induced Constipation *To Report an Emergency
Regulations ] » FDA Orders Pet Food Maker to Obtain Emergency
*Code of Federal Regulations Operating Permit Recalls & Alerts
:[F)o:j:ketlsR ) » FDA Proposes Recommendations for Two Animal Drug *Recalls & Safety Alerts
ederal Register Funding Programs *Warning Letters
N e S AN Or e S | == ey e
» FDA Strengthens Safeguards for Consumers of Beef
About FDA » FDA Clears Glove Made from New Type of Latex i
— | | I e *Product Approvals
*FDA Organization @Newsroom #dMeetings | Testimony | Speeches
o Advicans Cammittaac







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




o i ERINTETD o |
FOOD AND NUTRITION
~_INFOF N CENTER

oA TTD . WA

LA e

Home : About FNIC ;| News : i Resource Lists i Databases : Help : Contact Us

[ searchFnic N
N ©

o Search all USDA
o Advanced Search
o Search Tips

Browse by Audience

[ Information for... v]

b Dietary Guidance

b Lifecycle Nutrition

b Diet and Disease

b Food Composition

> Weight and Obesity
> Food Safety

b Food Labeling

b Dietary Supplements

b Nutrition Assistance
Programs

b Surveys, Reports and
Research

b Professional and Career
Resources

N

Browse by Subject

You are here: Home / Consumers

Consumer Corner
Welcome to Consumer Corner! Consumer Corner
Consumer Corner is for the public and educators i
who work with them, and is a sub-site of the © All About Food

Food and Nutrition Information Center (FNIC).
Qur goal is to help you find information on food
and nutrition topics consumers most frequently
ask about and link you to the most trustworthy
and up-to-date information from both o DIY - Do It Yourself
government and non-government sources.

o Eating for Health

o Ages & Stages

© Can't Find What You Want?

Navigating Consumer Corner

To find information in Consumer Corner, use the menu box on
the right. (The left-side menu takes you to the main FNIC web
site, which is primarily for professionals.) To find the best
consumer-friendly information, we recommend staying within
Consumer Corner using the right side menu topics.

If you want more technical information, use the "I Want
To...See Professional & Other Resources"” link on the right side
of selected topic pages. This will take you to the main FNIC web
page containing professional-level infeormation on this same R 4

e e ———————————————— @ fruits&veggies

All About Food More (») ® more

Get resources on cooking, recipes and food matters‘

storage. Find food facts and history, including
definitions of food and cocking terms. Want to
learn the carbohydrate, fat, vitamin, mineral
or calorie content of a food? Check out our

section on nutrition composition. Media |.|9|p

Eating for Health More (%)

To view PDF files you must

Get smart about balanced eating. Find have Adobe Acrobat Reader
nutrtition rescurces on medical and health installed on your computer.
conditions like food allergies, diabetes, and . )
heart disease. Learn about weight control. To view Flash files you must
Explore information on fiber, vitamins, have Macromedia Flash Player

minerals and other nutrients. And learn how to | installed on your computer.
evaluate the health information you find




USS. Food and Drug Administration

FDA Home Page | Search FDA Site | FDA A-Z Index | Contact FDA

consum er Up dates All Consumer Updates » |

In the Spotlight

Medications %W\
for High  “ui

Blood
Pressure

“515

TgBL

ET orT
L‘ok“i .t’ 100l
Nearly one in three adults in the United States has high

blood pressure, increasing their risk of stro
attack, heart failure, kidney failure ... FULL
VN A
Medications for Food Label Helps
Consumers Make
Healthier Choices

High Blood
Pressure

Consumer Health Information by Topic

= Consumer Information A-Z
= Frequently Asked Questions

Protect Yourself

= Beware of Health Fraud

= Evaluating Online Health Information
= Buying Medicines Online

Report a Problem
= Medical Products (MedWatch)
= All FDA-Regulated Products

Pet Turtles: Cute
But Contaminated

Consumer Health Information

SEARCH Consumer Updates by title, topic, or date.

Top Consumer Updates as of April 25, 2008

New Type of Latex Glove Cleared

BATIB ¥ | Gl Penalties Souaht Aaainet Maker of Hearna Aid

ke, heart
STORY »

A

Internet Drugs Falsely Claim to Prevent, Treat STDs

All Consumer Updates »

Food and Nutrition

= Spot the Block: Nutrition Label Education for Tweens
= Produce Safety

= The Dangers of Raw Milk

= Selecting and Serving Seafood Safely

= Food Safety for Moms-to-Be

Animal Health

= Pet Food Recalls

= Pet Turtles and Salmonella
= NSAIDs for Dogs

D
Key FDA Initiatives
= FDA's Food Protection Plan
= Generic Initiative for Value and
Efficiency (GIVE)
= All Key Initiatives

Subscribe to

Consumer Updates

BE Receive via e-mail

L& Receive via RSS feed
(What is RSS?)

Content Collaboration
Integrate Consumer Updates
into your program, publication,
or Web site. Ask how ...

consumerinfo@fda.hhs.gov

Contact FDA

= E-mail Consumer Update
questions, comments, or
story ideas

= Find your local FDA office

Consumer Health
Information by Audience
= Women's Health

= Seniors

= Teens

= Kid's Page

= Espaiiol




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
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Emerging AOIs
Motivation & Content Design

Q Driver

Get kid health again
Reduce anxiety

Target Action

Find what it is

A KNEE REPLACEMENT:
It's Different for a Woman @

oimmer

IN3W3SI193nay

< Bockmark Thi§ Page

WebM

Better information. Better health® * 8 pfor WeblD Newsletters

=

HOME HEALTH A-Z

NEWS & BLOGS MESSAGE BOARDS

health centers l Sy’f)"P;(O m Modern Love: AWebMD Special Report
checker

ADD/ADHD A& @\ Relationships, Stress, and Your Health
4 Allergies Y7 ‘ J};\p Taking the pulse of love in a 24/7 world.
FInd what to do Symptomsiof AL © | e e :
g L J , . .
i b y Anxiety Disorders A8 Chocolate's Rich History (=
Pneumonia N n: ; : 7 (4 AN LB How the decadent treat became
Arthritis %

Your bad cold may be

Ul associated with love — and good health!

pneumonia. Look for < P Asthma ,
= Movies That Move Us (&

these 9 symptoms. Our favorite screen romances and why we

love them.

Back Pain
h

Bipolar Disorder

Breast Cancer | ) ‘l 1% The Science of Attraction
i ?
e — @ To check symptoms: | | Feelings or pheromones? New research

sheds light on the biclogy of love.

SYMPTOMS OF 10 DIETRULESTO JIEW MOR START HER!
PNEUMONIA BREAK Wl I.I.J...n.l.a......-ll e e e L

Credibility B -
Trust
Usability

Fear
Distraction OUTBOUND STATE: Unchanged




Emerging AOIs

Motivation & Content Design

Q Driver

Get kid health again
Reduce anxiety

Target Action

Find the right info

Blocks

Fear
Distraction

Lack of confidence

WebMD Home

Health A-Z | Drugs & Treatments

WebMDsearch®

Women's Health | Men's Health | Children's Health | Health News

infant rashes with faver I wl

WebMD

Refine Your Results: &

By Info Type
- Health Reference (69)
- News & Features (14)

- Experts (7)

By Health Topic

- Health & Parenting (15)
- Health & Baby (10)

- Skin (7)

- Allergies (5)

More

By Category

- Overview & Facts (44)
- Symptoms & Types (4)
- Treatment & Care (3)

- Prevention (3

More

By Condition Phase

- Multiple Phases (57)

- Newly Diagnosed (4)

- Living With & Coping (3)
- Prevention (1)

- Treatment & Management (1)

OUTBOUND STATE:

Web

Search Results:
We found 94 results for infant rashes with fever

Health & Baby Center &
From trying to conceive to the first trimester to 1abor, learn what to expect du

ebMD Health & Wellness Center

+ Understanding Heat Rash - the Basics ©

From symptoms to treatment to prevention, getthe basics on heat rash from th
heat rash can interfere with the body's heat-regulating mechanism and cause

ebMD Medical Reference

» Your Baby's Skin: Rashes &

A newborn’s skin is prone to rashes, most of which are harmless and go away
skin rashes.

ebMD Medical Reference

+ Rash Linked to Kids' Atopic Dermatitis &

Babies who have rashesrashes on their arms and joints in the first 18 months
-- Babies who have rashes on their arms and joints in the...allergic conditions,

ebMD Health News

+ Skin Rashes in Children Treatment £

Arash is areaction ofthe skin. It can be caused by many things, such as a dru
allergic reaction. The skin can only ...
"

ebMD First Aid Medical Reference from eMedicine

Engaged, confidence increasing...




Emerging AOIs|

Design
Q Driver

Get kid health again
Reduce anxiety

Target Action

Find what it is
FInd what to do

Blocks

Motivation & Content

fome = Children’s Health > Children’s Health Guide

n's Health Home

s Health News

s Health Videos
Others about

s Health

s Health

1S and Answers

s Health Glossary
rens Health Topics

ILDREN'S
ALTH GUIDE

iew & Facts
tarted

It Going
tInsights
ecial Interest

% Support

Overview & Get Started Keep It Expert
Facts Going Insights

Of Special Help &
Interest Support

| Toddler-Preschool (2-5) | School Age (5-10)
S co b
FONT SIZE

AlA A

Select An Article All Subchapter Articles:

Your Baby's SKin: Rashes

A newborn's skin is prone to rashes of all sorts. but luckily most of
these rashes are harmless and go away on their own.

Common Rashes in the Newborn Period

- Pink pimples ("neonatal acne") are often caused by exposure in the womb to
maternal hormones. No treatment is needed, just time. They can last for weeks
or even months.

- Erythema toxicum is another common newborn rash that looks like mosquito
bites or hives_ Its cause is unknown. and it resclves without treatment after a few
days or weeks.

- Dry, peeling skin is often due to a baby being born a little late. The underlying
skin is perfectly normal, soft. and moist.

* Little white bumps on the nose and face ("milia") are caused by blocked oil
glands. When the oil glands enlarge and open up in a few days or weeks. the
white bumps disappear.

* Salmon patches (called a "stork bite" at the back of the neck or an "angel's
kiss" between the eyes) are simple nests of blood vessels (probably caused by
maternal hormones) that fade on their own after a few weeks or months.
Occasionally stork bites never go away.

- Jaundice is a yellow coloration to the skin and eyes_ It is caused by an excess
of bilirubin {a breakdown product of red blood cells).

“ If the bilirubin level becomes sufficiently high. blue or white lights may be
Fmmiimm A mim tlam Al A Aliim bm lmiiime e m Tmiial lmmmmiimm msrm . Liliciidaiom mmem

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

“children’s health ~




Emerging Methods| Analytics
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tarted Pink pimples (‘neonatal acne”) are often caused by exposure in the womb to
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or even months.

Erythema toxicum is another common newbor rash that looks like mosquito

bites or hives. lts cause is unknown. and it resolves without treatment after a few

days o weeks

Dry, peeling skin is often due to a baby being bom a ltle late. The underlying
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Tom oFe | Little white bumps on the nose and face (‘milia’) are caused by blocked oi
glands. When the oil glands enlarge and open up in a few days or weeks. the
shite bumps disappear
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Salmon patches (called a "stork bite” at the back of the neck or an "angel's
Kiss" between the eyes) are simple nests of blood vessels (probably caused by
matemal hormones) that fade on their own after a few weeks or months
Occasionally stork bites never go aviay.

Jaundice is a yllow coloraton to the skin and eyes. t s caused by an excess
of blirubin (a breakdown product of red blood cells)

Ifthe bilirubin level becomes sufficiently high. blue or white lights may be




Emerging AOIls
Text formatting influences comprehension

Y 'y ™

o sl o sl
lcanv lcanv
Avandia and the Avandia and the FREE
FREE | Can support | Can support program
program can help can help you manage
you manage your vs. your type 2 diabetes.

type 2 diabetes.




What to do?

* |[ntegrate 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

Piecemeal
Usability
Projects




How it could work: Iterative design

Step-by-Step Usability Guide

open | ||} gloaize | ||

o Think About the Process
o Develop aPlan

o Assemble a Project Team
o And more...

ODesign | |

o Determine Site Requirements
o Write for the Web

o Use Parallel Design

o And more...

o Leamn About Your Users
o Conduct Task Analysis
o Develop Personas

o And more...

@ Test & Refine Eﬂ

o Conduct Usability Testing
o Analyze Results

o Prepare Test Report

o And more...




How it could work: Iterative design

Step-by-Step Usability Guide

open | ||} gloaize | ||

o Think About the Process
o Develop aPlan

o Assemble a Project Team
o And more...

ODesign | |

o Determine Site Requirements
o Write for the Web

o Use Parallel Design

o And more...

o Leamn About Your Users
o Conduct Task Analysis
o Develop Personas

o And more...

@ Test & Refine Eﬂ

o Conduct Usability Testing
o Analyze Results

o Prepare Test Report
o And more...




Some methods to evaluate and trend

* User research / Persona development
* Survey

» Usability Testing

 Web Analytics
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Impact: Improved citizen experience

Original Site - State Personnel Board Redesign

| .
Y
Verts
.

Usability Findings : Test - Retest




Impact: Improved citizen experience

Original Site Redesign

MyProfile | Espaiiol

!

State We need you now!

nt hired 47,960 » Information Technology pro
h » Healtheare professionals

Tay We Assist You?2 - —
—
Search for job op

B X . 3 > View the exam rankings
Keywords: k y » Question about exams?.

Browse job openin

Job function Minimum Education requirer
» IT Professionals > High-sehool . Job Securly

» Healtheare profesdidnals ~ » 2-yr degree » Experienced DL - 20ihg « morell
» Tax Auditors 2 4-yr degree Manag
- 5

Special jobs
» Workers with Disabilities

Jobnato. >

Register your profile with

We will e-mail you jobs that match you
ofile.
Departiment of i '

Usability Findings : Test - Retest

Original SPB Site HFI Redesign

Succeeded 29% Succeeded 100%

gtc

Gave up 71% Gave up 0%




The commercial world gets it ...

Commercial commitment - improving online experience

Total
increasing
Improving ohine S s
usability e
Adding new online functionaiiy [NINSZC I s5%
Making online interactons 340 [ 6%
more enjoyable 80%
Improving cross s I
interactions 78%
Using rch Intemet applications TS IS 66%
e eone. IS
Web applications %

M Considerably more
important

¥ Somewhat more
important

FORRESTER’

February 2008 “Customer Experience Spending Intensifies In 2008"




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

e 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




