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Introduction

The aim of this project is for Birmingham City Council to investigate the usability of a
series of council website and gain feedback from existing users on the design and
navigation mechanism of their current and proposed websites.

Usability generally refers to ease-of-use and consists of five components or
attributes:

e Learnability: How easy is it for users to accomplish basic tasks the first time
they encounter the design?

e Efficiency: Once users have learned the design, how quickly can they
perform tasks?

e Memorability: When users return to the design after a period of not using it,
how easily can they re-establish proficiency?

e Errors: How many errors do users make, how severe are these errors, and
how easily can they recover from the errors?

e Satisfaction: How pleasant is it to use the design?

The first component of this involved a usability review of seven Council websites.
This included a benchmarking activity where we completed ten tasks across the
seven websites. This did not only focus on the more common tasks but also on niche
tasks which may not be regularly completed. We then examined key metrics gained
from this exercise in order to draw conclusions about the overall effectiveness of
each websites Information Architecture.

The second part of the investigation used focus groups to gain an insight into how
users of the existing website engage with the council, what they use the council
website for, as well as gaining qualitative feedback about their opinions of both the
current and prototype Birmingham Council website.

We then provide an overall conclusion based on the results of both components of

this investigation and make recommendations for how Birmingham City Council
should move forward with the redevelopment of their website.
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Methodology

This usability investigation consisted of two elements, a usability review which
included a benchmarking activity and engaging with users using focus groups.

® The usability review focussed on seven existing council websites. A
practitioner reviewed the websites while completing a set of pre-defined tasks
using a combination of two established usability inspection methods; heuristic
review and cognitive walkthrough. Heuristic review evaluates how well a
website meets recognised principles of usability while Cognitive walkthrough
focuses on simulating how well new users would be able to complete tasks.
For the purposes of this investigation, the tasks involved using the navigation
mechanism to find information or perform specific actions (e.g.: report a faulty
street light). The benchmarking activity focussed on capturing metrics to
evaluate three attributes of usability; effectiveness (measured by task
completion rate), efficiency (measured by task completion time) and error rate
(number of instances the practitioner made an incorrect navigation choice).

® Focus groups are an established user-centred design research method. They
are an effective qualitative research method and were used to explore users
thoughts and opinions as well as gain feedback on both the existing and
proposed Birmingham Council website. While one of the focus groups did
involve a review of a range of council websites and users were asked to
describe how they would go about completing information finding tasks, we
did not capture any quantative data as this is not appropriate using a focus
group methodology.

A full description of the main findings of each of these elements is presented in the
rest of this report.
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Usability Review

This section contains a summary review of each of the seven council websites which
were included as part of this investigation. The seven URLs examined were:

e http://www.manchester.gov.uk
e http://www.copeland.gov.uk

e http://www.wigan.gov.uk

e http://www.coventry.qov.uk

e http://www.liverpool.gov.uk

e http://www.shropshire.gov.uk
e http://www.edinburgh.gov.uk

In this section we describe the main features of each site’s navigation mechanism
which has the potential to enhance usability as well as issues which may negatively
impact the usability and overall user experience of each site. We focus primarily on
the overall information architecture and visual design rather than individual tasks.

Manchester City Council

The primary navigation mechanism of the website uses clear, concise text labels,
supplemented by icons (Figure 1). The use of iconography has the potential to
enhance usability for those who first language is not English and those with lower
levels of literacy and IT competence.

~
N

Council Bins
nts, benefit ounts Rubbish, recy g. collections

Figure 1 — Clear text labels and icons.

The main site navigation is presented as an accordion. Figure 2 presents the primary
site navigation mechanism displaying the primary as seen when entering the page.
We make the assumption that Manchester Council elected to have the most
visited/popular functions visible on screen-entry and let the user then filter through
the secondary and tertiary items using the accordion mechanism.

When selecting on the top-level items in the navigation hierarchy, for example,
Council Tax, the secondary items appear below (Figure 3). A button to access
additional council tax topics is provided with the secondary navigation elements.
Activating this takes the user to a page with the full range of Council Tax topics
within the sites Information Architecture (Figure 4).
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Schools ¢ education Benefits & support Environmental problems Roads, parking & transport The Coundil & democracy
Including.. Including. Including Ichading Inctuding
ncillor

Holiday dates Claim benefit Durmped rubbish Where to park Find a
Find a school Benelit char

Street cheaning Pay a [ine Meetings & minutes

Can’t find it? See other services v

Council Tax

Sign up te pay by direct debit Pay your council Lax Check your account

Figure 3 — Secondary navigation; Council Tax.

Council Tax

2

Sign up to pay by Pay your council tax Check your account
direct debit
Get money off your Get your bill by email Get support to help
bill {including student you pay
reductions)

TE.L‘T H"m'“”!mu
«<=>

) Council kax on empty properties and © wnat happens if you dan't pey © set up counci tax far & nisw home © ze= cifperent ways to pay
sECond homes

UF.:p:lLb:nﬂil‘ml: © see what your council kax pays for

Figure 4 — Full range of navigation element; Council Tax.
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The site presents a relatively small selection of ‘core’ links on the homepage and
then allowing the user to view secondary elements in the accordion. By delivering
the navigation elements fashion, while keeping the users’ focus narrow, the
navigation mechanism of the site has the potential to be effective as it does not
present the user with unnecessary or superfluous content.

On potential limitation of the homepage design is the presence of a scroll stopper. A
scroll stopper occurs when the visual appearance of elements on a page may
indicate to the user that they have reached the bottom of the page. Figure 5 shows a
possible scroll stopper on the Manchester City Council homepage. The visual
appearance of the two rows of navigation followed by an image may prevent users
from scrolling down past the large image to see the rest of the content present at the
bottom of the screen (Figure 6).

MANCHESTER Accessibility  Signin Register search (e.g. Council Tax)
CITY COUNCIL

5

Rubbish

Council Tax Libraries
Cou y co ons e G b

S AN

Schools & education Benefits & support Environmental problems Roads, parking & transport The Council & demacracy
Including - Including Including... Including.. Including..
Holiday dates Claim benefit Dumped rubbish Where to park Find a councillor
Find a school Benefit changes Street cleaning Pay a fine Meetings & minutes

Can't find it? See other services v
- - T oy ry ~ i
t Vs

iure 5 — Possible scroll stoef.

2l - 2
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Events

Dashehra Diwali Mela
12 October 2013
\We are asking residents to share their Join us for a spectacular and contemporary 08 October 2013
Property owners will be offered free advice views and ideas about how to spend a £14.5 celebration of the festivals of Dashehra and Manchester plays host to world-class
‘to make their empty homes generate million windfall on making the city a Diwali, in a city centre location for the first basketball as the NBA's global tour comes
income during this week’s Greater cleaner and green place. time. to town - get 15% off your ticket today!
Manchester Empty Homes Week.

More news

Your neighbourhood Your account The Leader's Blog
Get local news. Check planning applications. Find Use faster, personalised forms to get a council Councillor Richard Leese

your nearest schools, council services, work clubs service. Track progress of your requests.
and more. 19 September 2013

We have to do all we can to stop the proposed
cuts to our already strained health service.

Username
Manchester postcode

Password More blogs

Figure 6 — Content at bottom of screen.
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Copeland Borough Council

This website groups the content into six primary categories with a pop-up menu
implemented which displays the main sub-categories (Figure 7).

| business | community | My property | enjoy copelend | your council |

our views on the new Copeland website
Benefits

Bereavement services

Building Contral

Council tmx

Envircnmentsl health

Hoasin| -1 e ’ - . i
3 drop of the stunning Eskdale Fells.
icansi 5 s & e T X |
Hoeneirg b= N ¢ AR e e s S
Planning sheep, foxhounds and terriers, along with hound trails, local handicrafts, children’s sports
Waste and recyeling o
I
Cluick Enks
| want to
| o | @
| B LH . b Your bin collection day ¢ Planning epplications
| | : -
| ! TEIR Apply for a licence ¢ Job vacancies
Services quick links :
i LI MEW t0 Copetara Feedback on our services # More quick links .

Figure 7 — Primary Navigation elements.

The website also presents a series of ‘Top Tasks’ in a prominent position on the
homepage. This should ensure that users can access these quickly.

# Council tax information #  Your bin collection day ¢ Planning applications

® Apply for a licence #  Job vacancies
2  I'm new to Copeland ¢ Feedback on our services % More quick links ..

Figure 8 — Quick access to top tasks.

This website also supplements some of the textual links with icons (Figure 8). Unlike
the Manchester Council website (and others) these icons could be considered
abstract and the meaning of them is not immediately apparent on first glance. Also,
they are not supplemented by clear text labels and the user must hover over them to
view a tooltip.
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Waste and recycling

Quick links
| want to

P |im| T

S Find it |quick links

Figure 8 — Poor use of icons.

.

While the primary navigation mechanism of this site is logical and intuitive once we
navigate further into the site, the navigation is less effective.

Figure 9 shows the page which is displayed upon selecting the Council Tax link from
the services menu. We might reasonably assume this is the main Council Tax page
but additional content can be accessed from the Council Tax button (highlighted)
which is presented in Figure 10.

Council tax and non domestic rates

T

I ———

Information on council fax and non domestic business rates.

= What it is and council fax band informstion

* Discounts awvsilsble - including mformation sbout emply properties

= Explsining the changes to cowncil te discounts for empty properties
= Second sduflt rebate

= How to pay your council tec:

* Beguest s council tsx payment card

= Setup a direct debit

= Council tee leaflet that explains where your money goes

Figure 9 — Page accessed from main Council Tax link.

AbilityNet Web Accessibility Services 9



Usability Investigation Report

AbilityNet

The duplication of link items labelled ‘Council Tax’ and the fact that it links to similar,
related content are spread across two separate pages suggests that the content of
this website is not organised as effectively as it could be. This is supported by the
results of the benchmarking exercise.

Comiiar

How your council tax is spent

Your council tax bill helps to pay for all the senices delivered by Copeland Borough Council, Curnbria County Council, the Police
and Crime Commissioner for Cumbria and the parish cowncils. We receive just 11.8% of your council tax. The biggest proportion
T4.8% goes to Cumbria County Council. This leaflet explains how youwr council tax is spent by each organisation.

Charitable relief for business rates
Registered Charities are eligible for relief from the rates on any non-domestic property that is wholly or mainty used for charitable
pUrposes.

Council tax band chames 2013/14
This table shows you the amount of council tax; you will hawe to pay for each band and district

Cther relief for business rates
Your business rates can be reduced F you gualify for Hardship Relief or have a rural business

Discretionary rate relief
This is the form you need fo complete and retumn if you would like to apply for discrefionary rate relief on non domestic rates

Howe to pay vour non domesfic (business) rates

Most people pay their non domestic! business rates for the year by ten monthly instalments from April o January. You will find
these instalments shown on your bl However if you prefer you can opt fo pay the full amount at the start of the year, or by two
instalments (April and Ociober).

Figure 10 — Information accessed from Council Tax button.

Wigan Council

This website groups the content into three main categories; Resident, Business and
Council. This categorisation is logical and broadly reflects the three main areas of
Council business. The site uses a simple style of presentation with clear, intuitive
labels and icons. Figure 11 presents the primary navigation elements displayed from
the Residents tab. Similar to the Manchester Council website, secondary navigation
elements are displayed using an accordion style when selecting one of the links.
Figure 12 shows those which are displayed when selecting the Bins and Recycling.

By grouping the content of the site into three logical areas, presenting all of the
primary navigation elements of these categories on one page and displaying
secondary navigation elements in an accordion without taking the user away from
their first page, the information architecture of this website has the potential to be
quick and effective for users to locate information they are looking for.
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1] n = 5

Bins and Recycling Planning Council Tax Jobs
E A J.(
—
Benefits and Grants Parking, Roads and Trawel Libraries Leisure
Education Crime and Emergencies Environmental Problems Births, Marriages and Deaths

Health and Social Care Consumer Advice Housing Report it / Pay It

Figure 11 — Navigation elements; Resident tab.

] n o 5

Bins and Recycling Planning Council Tax Jobs

When is my bin cellected? Which Bin Do | Use? My Bin Hasn't Been Request a Replacement Find a recycling centre
Collected Bin

e A =

Assisted Bin Collections Bulky Caollections Mare Bins & Recycling

E A ;
Benefits and Grants Parking. Roads and Travel Libraries Leisure

Figure 12 — Secondary navigation elements

The Wigan Council website also presents the user with an A-Z list of link so they
have additional flexibility over how they navigate to more specific information (Figure
13).

AZ A B C D E F & H I J K L M N O P @ R 5 T U WV W X ¥ Z

Figure 13 — A-Z list of links.
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One possible limitation of the design of the Wigan Council homepage is the
presence of a scroll stopper. Figure 15 shows the homepage viewed on the machine
used for testing. The visual design of the page suggests that this is all content
available on the page; the A-Z list of links is positioned below the visible elements at
the bottom of the page. A user may not be immediately aware that this is available.

m T 8 2
@@ A @ X
N
£a | ,!!Ii_n.m s D),

FIND MY NEAREST NEWS

Figure 14 — Possible scroll stopper; Wigan Council homepage.

Coventry City Council

The Coventry City Council adopts a more conventional approach when presenting
their navigation mechanism. This website offers the user flexibility over how they
access content by providing a number of different ways for the user to access
information.

The website groups the navigation elements into four main areas (Figure 15). At the
top of the page (1) are four clearly labelled calls to action; Apply; Report; Pay Online
and Feedback. The wording of these items provides a clear indication of their
purpose and selecting them causes previously hidden navigation elements to appear
(2) which provides the user with what we assume are the most commonly completed
online tasks.

On the left of the page (3) we see that content is divided up into twelve clearly
labelled categories (e.g.: housing, health and social care); this is supplemented by
an A-Z list of links (4) which provides the user with the functionality to look for more
specific information. In the middle of the page (5) we see that a list of seven items is
provided. Again, we assume that these reflect the most commonly visited areas of
the site. Providing links to these items in a prominent position on the home page
should ensure that users can accomplish these common tasks efficiently.

While the homepage does contain a large amount of textual content when compared
to the Manchester and Wigan homepages, there is sufficient space for items not to
be too densely positioned and the screen does not appear too cluttered.

AbilityNet Web Accessibility Services 12
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s \
Coventry City Council 1

7] REPORT

[E] PAY ONLINE [E] FEEDBACK

-
2 Jab vacancies Poihaies Councll ax Comments, compliments

School places Streefighting problems Penalty charge notice and complaints

Planning permission Empty properties MNDR (Business rates) | School comglaint
Housing Planning enfarcement Omer payments Sacial care compiaint
Housing Banefit Issues About online payments  Food business compaint
Parking Permits Malse pulance and securty Hawe your eay

Commurnity Suppodt
Grant

reres 4 A Welcome to
e Coventry
A City Council

In my area

¥  Bin and recydling collections
Jobs. employment and training .

¥  Temm detes
Parking, travel and sireets

¥  Roadworks

Planning and regeneration )
¥ Council tax

# Library catalopue
¥ Council meetings and decisions.

Recycling, nubbish and waste
Schools, libreres and leaming
Sports, leisure and tourism

Your Council snd democracy

Figure 15 — Coventry Council; Grouping of navigation elements.

Liverpool City Council

As with the Coventry Council website, the Liverpool Council website adopts a more
conventional approach to the way its presents its Information Architecture on the
homepage (Figure 16).

It organises information into four main categories (1): Resident; Business; Council
and Mayor. In the panel in the top-left of the homepage (2), quick links to areas of
key functionality and information (e.g.: Fault Reporting; Refuse Collection dates) are
provided.

In the main content panel of the page (3) six main categories and sub-categories of
resident information are presented, with links to an additional nine main areas of the
website below this.

An A-Z list of links (4) is presented below this to provide the user with the flexibility to
find specific information not immediately visible on-screen.

AbilityNet Web Accessibility Services 13
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Latest from Liverpool Express

Lifesmytes: Levsure: fachites 2 LifESt}fIES

< '
Librar st banang Get fir, healthy & actiee at a Lifestyles centre. -m‘
o & Westde centee | |Iuemoal Aqualics -r-:t"n"rﬂ n - ¥
Bines: Yo collbecrion dates
il (o Cumard Building o recurn oo is
(®) ) E rOHICE h
i Find an activity Juin Lifestyles  Arything else Crusse hner faclity to be created Fesd

an
My Maighbourhood

Council Tax

Leisure, Parks & Events Bins & Recyching

3

Lifestyles | Events | Parks & Bin collection dates | Bulky imem Payit | Duscourts & exempticns
greenspaces | Markets coftection | What goes in my bins? How much? | Problems paying your
lourists | View e Find a4 tip | Report an igsue | Yiew a Loundl Taxi | View 2

Libraries Parking, Travel & Roads Schoaols & Learning

Find & ibrary | Join albrary | Feserne  Pay a parking fire | Cowndil car chowl admissions | Sdthool perm

& renew | Archives & farmily history | parks | Residents parking perrmil | dated | Adult learning | Early ye=ars
Chilldren's resmarces | W Roadwarks | Cycling | Wiew and childeare | WVie

More...

Jobs & wraining | Planning | Benefits & grants | Bimhs, marriages, dearhs

| -

rime & emergencies | Health & social care

Hausing | Peses polluton & foad hygiene | Consumer adwice

atoz of services abcdefghijkl mnopgrstuvwxyz

SUPROMT  SIeMap  CONMET WS

Figure 16 — Grouping of elements; Liverpool Council homepage.

Shropshire Council

The Shropshire Council website adopts a similar approach to the Coventry Council
website (Figure 17). ‘Top Tasks’ are accessed from a tab at the top of the page (1).
This has the potential to give the user quick access to the most commonly visited
areas of the site.

The main content of the site is organised into eleven categories (e.g.: Advice and
Benefits; Leisure and Culture) and are presented on the left of the page with clear
text labels (2).

Below this, are four clear calls to actions (3) with which the user can perform key
tasks: Apply for it; Pay for it; Report It and Have your say. These are supplemented
by additional links which describe the functions in more detail to provide the user
with more clarity.

AbilityNet Web Accessibility Services 14
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Home Contactus 1 Top tasks ~

Employment Democracy

Jobe 3 Shrapshire Coundl Future Councll meesings
Firnd your bin dzy Jobe 3l schodls
Find your councilior

Advica 3nd benems 2 N flash- Teachers' strike ach
Business Find out which schools are fo close on Tuesday 1 October 2043 as a result of strike action.

Community and Iving
Councll and democracy
Council Tax goes paperless!

Education and leaming

Environment and planning \Wiould you Tice fo recelve your councll t2x bill by

Health and soclal care emall In the future? Cllck here 10 find out mone

Housing
Jobs and caresrs

Lelsure and cuftmna

Transport and sireets

Looking for news? Find it in the new

Shropshire Newsroom

Apply sor e 3

oy, planning application, biee
badge

Pay rorm
Counch tax, parking ticket, housing
renk
Taxi licencing consultation * Licensing
Report i nropshire Councll 15 proposing t
BBy e me=tien: % wa vary the fees associated with the
fred lizencing of hackney camages,
Hawe your say private hire venlcles, operators

Tadl us winiat ¥o4 TNk, Consultabons, and driwers. Hawe your s3y here.

Teedback

Figure 17 — Shropshire Council website homepage.

One potential limitation of the design of this website is that the ‘Top Tasks’ are not
immediately (or perhaps clearly) visible on entering the page. The relatively small
size of control the ‘Top Tasks’ tab could mean that users may not immediately
perceive the tab on entering the page. Given there is more than sufficient space on
the page, the tab could be increased in size, be given additional visual emphasis or
there is scope to have the content accessed from this tab permanently visible.

¥ Shropshire I -
i Council
Home Contact us

Figure 18 — Top tasks link.

Edinburgh Council

This website offers the user the greatest degree of flexibility in terms of findability of
information but would appear to have some fundamental usability issues. The page

AbilityNet Web Accessibility Services 15
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presents a large amount of densely populated textual information (Figure 19). To
enable users to better find content on a page, items should not be too densely
positioned. Dense positioning causes clutter; excess items on a page leads to a
degradation of performance when users are trying to find certain information. An
uncluttered display means that all important targets are highly visible.

The dense visual design of the homepage contributes to the website having the
potential for a high navigational burden. Navigational burden is a cognitive barrier to
usability which considers how much effort the user must make to locate and operate
relevant information and functionality. The more interface elements, controls and
content that is on screen at any one time, the more effort the user must put into
locating relevant content and the higher the navigational burden.

At the top of the page, links to key functionality (1) (e.g.: Pay it; Report it) are
presented; many of these are duplicated in the panel of the right of the page (3). An
A-Z list of links (2) is presented towards the top of the page. This has the potential to
be more easily seen and accessed than on those websites which present this at the
bottom of the page.

On the right of the page, the main information of the Edinburgh Council website is
divided into twelve categories (4). Each of these has a clear label and is also
supplemented by additional links to ensure they are more easily understood.

Below this is a feature to browse the website depending on a number of user groups
(5), for example, Parents or Older People. This is unique to the Edinburgh website
and it is unclear if this would be useful to users.

AbilityNet Web Accessibility Services 16
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Home Services A-L Contmot us Pay it Reguest it Report it Hawe your say

#1 4 B ¢ D EF &G HI J KL ™MMMNOPOQRTSTWDWV WXY I

Brovise by Topic 4 Report it
» Abaut your Councll » Coslfthan Plediges » Lard Provost's Biog
Coundllors, Cound] Tax ... E » Appily Tor a Coundl job » Browese B sdult
p Business and trade Ok bin collections educrtion programime
Varjums, Solentific Ssrdoes - : » Comment an pianming » Check recyding
2 appil cations callectiones
I -
e o s e ) s
oEx swimming poals: ¢ And ouk shaout parking
» Ecucation and k=aming : + Find prking Zones + Fnd wasste recycling
Adult Education, Schoois ... s Pany Councll tee CTires
» Housing 3 IRy brany booles + Py parking tcksts
Apniications, Fepairs ... o i y Schiool Eerm date=s » R=port = rond) pothok=
- Wiew planning or street light
» Jobs and smployment * -
p— Older Persons Safety Events appilcaticns » Se2rTh Comemiteze
obs ... —
» Lerar and llcersing Safety =vents almed ak ke=ping alder p=ople
Birth, marriage and death, safe In thelr hames
Licenoss ...

In your area

» Flanning and the smvinon ment
Flanning SApnications,
Conservatian ...

Find 32rices | samct

» Rubbish and recyding

Postcode

» Social cars and heakh m
Ask for support, Fosber Care .. Webcasting
# Tourism and visitor atractions i
o Natr webcast Advanced pastcode search
Museims, Paris .. e Webcast T ELTWE
» Transport and stresks
Farking, Foads ... Have your say
Top Story Comment om & curmant consultatdon
Brarvee by Ausdli ] * Trees in the City dosss 23 S=ptember 2013
e 5 Hundreds of young people still to
» Oide=r people y ~ * Day Services Consultation ckos=s 14 Ococker 2013
benefit from wage subsidy
¥ Woung peapis » Edibiz Edinburgh: a Sustalnable Food Clty dosss
Pubtished 30 ber 2013
S p— I 12 Dctones 2013

A =y chiectiee of the Edinburgh Economic Strategy Is
to boost =mplcyment. The recent Improsement In the
* Mevw to Edinburgh Scottsh ecanommy mesns that small businesses In

Eziniurgh wik kook 1o sxpand and recrult. Find out how to tak= part In the work of the Councl
Mews: c=ntre | Councll N=ws RES

* SHidnllg § Gaslic

"

Jodnt Carers Strategy Consultation closss 21
DOctobear 2013

¥ Hawe your say

Figure 19 — Densely populated homepage.
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Benchmarking Activity

In order to test the overall effectiveness of each websites Information Architecture
we performed a benchmarking activity. To complete this we performed ten pre-
defined tasks across the ten websites. The tasks involved the evaluator attempting to
perform common tasks as well as find specific information. To reduce the learned
effect, we performed each tasks in sequence across all ten websites rather than
performing all ten tasks on each website in sequence. The tasks were:

e Pay your council tax

e Find out school term dates

e Find population and census information

e Report broken street lights

e Find information about the city’s economic condition and strategy
e Find scrutiny committee reports

e Apply for council housing

e Complain about a missed bin collection

e Find out information about welfare reform

e Find where a leisure centre close to me is

For tasks which involved an action, such as paying council tax or reporting faults, we
class the task as complete once we navigated to the correct page. For information
finding tasks, we class the task as complete when we navigate to the page
containing specific information.

When completing the benchmarking activity we captured three key usability metrics;
task completion rate to measure effectiveness, task completion time to measure
efficiency and number of errors to capture error rate. For the purposes of this
investigation, an error was defined as the evaluator following an incorrect navigation
path, for example by clinking on a link to a page which did not contain the required
information.

A matrix containing the results of the benchmarking activity is presented on the
following page. We then rank the websites according to the following criteria:

Task completion rate.

Total duration required to complete all tasks.
Average time taken per successful task.
Error rate.

PwbdE
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Task/Website Manchester Copeland Wigan Coventry Liverpool Shropshire Edinburgh
Pay council tax. 27.5 seconds. | 32.5 seconds. 17 seconds. 19 Seconds 17 seconds. 32 seconds. 36 seconds.
fel':]n(: 3::esschool 4 seconds. Qgspg?r?ﬁwites 14.5 seconds. 19 seconds 9 seconds. 8 seconds. 14 seconds.

Abandoned . .
Et(:ggtrt”brhtiken 14.5 seconds. after 1 minute ioefr%(ionds, éeerr.grseconds, 1 8.4 seconds. 15 seconds. 9 seconds.
ght. 40 seconds. ) )
Find population 50 seconds; Abandoned 58 seconds; 2 | 30 seconds; 2 1 minute, 5 1 minute, 11
and census 2 errors. after 1 minute ] 20.5 seconds. ]
information. 45 seconds. errors. errors. seconds; 2 errors. seconds; 2 errors.
Complain about a Abandoned ) )
missed bin 8 seconds. after 1 minute 5 seconds. 2r5r§reconds, 1 8 seconds. 25 seconds. 2r2r.05rseconds, 1
collection. 30 seconds. ) )
Find nearest 12 seconds. 28 seconds; 1 27 seconds; 1 d d d 7.5 seconds.
leisure centre error. error. 15 seconds. 5 seconds. 8 seconds.
Applv for council 1 minute, 10 1 minute, 28
hgl?s}i/n seconds; 1 seconds; 2 21 seconds. 13.5 seconds 37 seconds. 13 seconds. 6 seconds.
9. error. errors.
Find out (25eiee(;§IndS 1 minute, 22
information about d _gf . 13.5 seconds. | 25 seconds. 25 seconds. 14 seconds. d !
welfare reform 10 seconds. information seconds; 2 errors.
' only).

E:)nrgn??t:gtelrr“e/ports 5 seconds. 16.5 seconds. gg&inds 13.5 seconds. 14 seconds. 15.5 seconds. 35 seconds.
Find information .
about the city’s (Z(g:r?é:&Tds ?g::g&?ds (Zéesr]eec:rc();'llds grSr;eSconds, 2 20 seconds 52 seconds; 1 error | 17 seconds
economic h . \ . ) . (General (General (General

y information information information (General \ . ) . ) .
condition and ) . information only). | information only). information only).
strategy only). only). only). information only).
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Overall Summary of Results
Manchester | Copeland Wigan Coventry Liverpool Shropshire Edinburgh
Tasks 100% 60% 100% 100% 100% 100% 100%
Completed (%)
Total time taken 221 635 223.5 2275 208.4 203 seconds. 310 seconds.
seconds. seconds. seconds. seconds. seconds.
Average time 36.6 225
per successful 22 5 23 seconds. 21 seconds. 20 seconds. 31 seconds.
K : seconds. seconds.
tas seconds.
Number of 3 3 4 6 5 1 5
Errors
Rank 3 8 4 5 2 1 7
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Discussion

The results of the benchmarking activity indicate that the overall level of
effectiveness was similar across five of the seven websites.

Shropshire Council performed best overall, closely followed by the Liverpool Council
website. With the Shropshire website, the simple categorisation of links and clear
labelling meant it was possible to complete most tasks within a few click of the
homepage. For example, when finding a Leisure Centre, the following steps through
the navigation mechanism was used.

1. Homepage (Leisure and culture link).

2. Leisure and Culture page (Leisure centres in Shropshire link).

3. Find a leisure centre page (Choose leisure centre drop down menu to
complete task).

Similarly, although the Liverpool Council website presents a large number of links on
the homepage they are presented in a large, clear font and the information is not too
dense. As with the Shropshire website, it was possible to complete most tasks within
a few clicks of the homepage. For example, when finding information on welfare
reform the following navigation path was followed.

1. Homepage (Benefits and Grants link from footer).

2. Benefits and Grants page (Benefits and advice link).

3. Benefits and advice page (downloaded ‘Read more information about the
Benefit Cap’ document to compete task).

The Manchester and Wigan websites both adopt a slightly different concept. They
use simple text links supplemented by icons and an accordion mechanism to hide
secondary navigation items while keeping the user on the same page. As such, the
overall effectiveness of the information architecture was broadly the same. The fact
that both websites place a large number of primary navigation items on the
homepage means that it was generally possible to reach information quickly. For
example, on the Manchester Council website is was possible to access commonly
requested information quickly, in some cases, within one click of the homepage.
When performing the task to find School Term dates, this was completed within one
click as a ‘Holiday Dates’ was visible under a School and Education heading.

These websites performed less well for more complex tasks, for example when
finding Population and Census information. On the Wigan Council website, it was
necessary to use the A-Z index at the bottom of the page to complete the task as
there was not an obvious link to this information in the main content of the page.

Both the Edinburgh Council and Copeland websites performed very poorly. With the
Edinburgh Council website it was often the case that with the more complex tasks,
the initial action to take to complete the task was not clear, and even when in the
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right area of the site, the dense positioning of elements meant the correct item was
not always clearly visible. For example when completing the task related to finding
information on welfare reform, the evaluator performed the following actions:

1. Examine Home Page and selected Health and Social Care link from left
menu.
Examined Health and Social Care page before returning to home page.
Examined Home Page and selected Social Care and Health from left menu.
Examined Social Care and Health page and returned to home page.
Retuned to Home page and examined it. Selected ‘B’ (Benefits) from A-Z
menu at top of page and selected ‘Benefits Online’ link.
Select benefits home page link to go to Benefits main page.
Examined left hand menu and selected Welfare reform link (Figure 20).
Selected Information on benefit changes to complete the task.

Home » Benefits

a bk wn

N o

Browse by Topic

» About your Council
*» Access to information Be n ef'l ts
» Agendas, minutes and reports

w Benefits

.. Find out if you are
% eligible for Benefits

» 24 hour Revenues and
Benefits information service

» Benefits online

» Counail tax and Housing
benefit

» Revenues and Benefits

customer service standards
» Ways to contact us Find out about Council tax and Housing benefit

> Benefit fraud investigation Who is eligible and how to claim for Council tax benefit (Second adult

rebate) or Housing benefit (Local Housing Allowance) or both. If you
wish to find out if you would gqualify for any of these benefits or in fact
any other state benefit, please check the Benefits adviser.

» Benefits - education and
school

» Benefits advice and
assessment

> il tax b fit s A M ,
= Use the Benefits online application form

» Housing benefit
» Welfare reform Apply online for Council tax and/or Housing Benefit.

Figure 20 — Links not always clearly visible.

The Copeland website appeared to be very badly organised. The task to find School
Term dates was abandoned after 2 minutes. The evaluator explored both the
‘Services’ and ‘Community’ drop-down menus and Quick Links page. They selected
A to Z listings link from footer links and selected ‘S’ (school) and ‘E’ (Education) and
then abandoned task.

The link was located in the ‘Web Page’ section of the Community quick links;

however this is not clear, logical or intuitive. In addition, it was positioned in a large
list of link it was difficult to locate easily.
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Going to wniversity
Wieddings and civil partnerships
The Gopeland Community Fund

Whitehaven, Egremont and District
Credit Union

Divorce and separation advice

The new Copeland website
The Home Heat Helpline

Wolunteening, working abroad and gap
year travel

Copsland's hidden pems

Dvorce and kegal costs

Further studying and other options
Eamily histony

Impact Furniture Services

Dwvorce and children

Hawen Sent - Cumbria’s biggest W
group

I'm new to Copeland

Heslth, dissbilities and young people
Witork and money

Are you thinking of moving howsa?

First step

Copeland Youth Council and Youth
Fommms

Family mediation and counsalling
Too young to wote?

Whitehaven Record Office and Local
Studies Library

Morth Lskes Foodbank

Get your electric blankst checked for
winter

Figure 21 — Poor organisation of Information; large number of links under
generic ‘Web Page’ heading.
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Focus Group One

The first focus group was held in the afternoon of Tuesday 24™ September;
participant information and a summary of the key points from the discussion are
described in this section.

Participant Information

Participant | Gender | Age | Demographic Information
Number

1 Male 18 | Undergraduate Student

2 Female | 45 | Council Tenant

3 Female | 65 | Council Tenant; Pensioner
4 Female | 56 | Part-time retail worker

5 Male 52 | Council Tenant

6 Male 67 | Pensioner; Private Housing

Participant Background

All participants had been lifelong residents of Birmingham. Local leisure facilities
used by participants include museums, sports centres and leisure facilities and
Sutton Park Nature Reserve. All but one participant used the internet on a daily
business; the other described their web use as weekly.

All participants described themselves as competent when using the web. Typical
activities the participants conduct online are banking, travel booking, motoring
information, eBay and leisure information, particularly what to do in the local area.

Web Use

One participant commented that they liked the MSN homepage (Figure 22) as it had
a range of content (e.g.: news, sport and videos) and was very interactive. They
commented that they had become very familiar with it, so found it easy to use.

One participant commented that they particularly liked the navigation mechanism of
the John Lewis (Figure 23) and NEXT (Figure 24) websites as they were clear and
intuitive. Conversely, they commented that they didn’t use the H&M website anymore
(Figure 25) as they felt the navigation was very difficult and they could not find what
they were looking for.

One patrticipant mentioned that they found the Amazon website (Figure 26) very
good as the navigation is clear, easy to use and intuitive in that you know what
information is behind each link. One participant agreed, commenting that the website
was ‘idiot proof’.
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One participant commented that speed of navigation was of great importance to
them — they mentioned specifically that the Argos website was slow. Participants
were encouraged to discuss navigation mechanisms in more detail and opinions
were mixed. Some participants liked websites that displayed a large amount of links,
especially along the top and left of the screen, however, others commented that they
found these websites messy and cluttered. One user mentioned the IKEA website
(Figure 27) as having a good navigation system as it was clear and easy to use.

Finally, one participant commented that they often accessed websites on an iPad
and found drop-down menu difficult to use on these devices.

Maka MEN UK your homepage Fluke  192x W Follow| \Velcome fo MSN UK

| MSN | Images | Videos | Shopping | News | Maps FIGNI THS.Com. [ FHE Option| xim i
UK
msn\ | = o @
Cutiook com Bkype Win with

NEWS SPORT ENTERTAINMENT LIFESTYLE CARS VIDEO PHOTOS weather LG |

amazon compefiions eBay horoscopes jobs money deals national lottery pariner features  property #socialvoices

30 September 2013 Last updated at 3:47 PM Havering, England | 4% 12% 11° “F°C 10 day Edit

f Live premier league: Everton v Newcastle

Premier league live:
Everion v Hewcastle

editor's picks headlines on bing special features F‘at{ic Robinson talks Strictly

Figure 22 — MSN UK Homepage.

. Jahn Lews Insurance | GITLISt | INGpWaton & stice | Ourshops | Cusimer services
JOh n Lewis a seach
Christmas Home & Garden Electricals Women Men Beauty Baby & Child Toys Sport & Leisure Gifts
Highlights Wrap up Warm Clothing Accessories Our Popular Brands
AW13 Trends Outdoor Wardrobe New In Jeans All Accessories John Lewis
Paolo Ralph Lauren Quilted Jackets Jackets & Coats Trousers Shoes & Boots Kin by John Lewis
Stye Guide Cardigans Blazers Suits: Bags JOHN LEWIS & Co.
Chancs of Rain Cashmera Hnitwear Mightwear Cufflinks & Formal Barbour
The Brogue: Bar Hats Tops & Hoodies Socks Aooeszones Calvin Klein
Hew Brands - —— _ Wallets & Keyrings Undenwear
Scanves Shirts Undenwear
5 el Ga
Bestsellers Gloves Polo Shirts Wedding Clothing Belis ant
Black Ti= Chunky Boots T-Shirts Sports Clothing Ties & BowTies Levis
Guolf Wear - R . _ Watches Ralph Lauren
Slippers Sharts Menswear Offers
Premium Brands = P Umbrellas Ted Baker
tobes Swimwear
Grooming View 3ll Brands
————

.

Figure 23 — John Lewis navigation menu.
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WOMEN GIRLS BOYS SHOES  BRANDS HOMEWARE
BROWSE DUCTIONS CLOTHING
Suits *  Tailoring & Suits Coats & Jacksts

Shirt & Tie Collection Jaans
Trousers & Shors Knitwear

=anz Collection Shirts
Tops & Casual Looks Shorts
Knitwear Collection Sportswear

Suits

oat Col

Swreat Tops & Hoodies

Swirrmwear
Underwear’ Accessories _—
ailoring
The Sports Collection Ties

Branded Fashion Trousers & Chinos

T-Ehirts & Polos

Figure 24 — NEXT navigation menu.
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My Acconni  Store Locstor | Guickshop | Help .
e

ELECTRICAL FLOWERS  LIPSY

ACCESSORIES

Eaps & Wallets

Beltz

Cuffiinks

Fragrance & Grooming
(Gifts & Gadgets

Hats, Scarves & Gloves
Jewellery

Luggage

Sunglasses

Watches

Beaverbrooks

Signature Collaborations

UNDERWEAR & NIGHTWEAR

Hightweear
Socks

Underwear
FOOTWEAR

Boots
Pumps
Sandals
Shoes
Slippars

Trainers

SHOP BY FIT

Longer & Larger

LOG IN MY H&M SHOPPING BAG

STORE LOCATOR » CUSTOMER SERVICE » ORDER FROM CATALOGUE » NEWSLETTER SIGNUP United Kingdo
All prices in GBP

#M H&M LIFE . LADIES . MEN - KIDS . HOME . SALE

CATEGORIES Jackets & Coats THIS WEEK INSPIRATION

View Al Trousers Premium Quality David Beckham

New Arrivals products Bodywesr

Consci Autumn hangou

T-shirts & Vests le Style Mauritz Archive

Shirts This Week's Collection

Hoodies & Be

Swesztshirts

Jumpers & Cardigans

Blzzers & Suits

Figure 25 — H&M website navigation.

amazo n-GO-Uk Your Amazon.co.uk = Today's Deals

Shop by A
Department Search_|ga

4

Gift Cards Sell Help

MP3s & Cloud Player

Music
MP32 Downloads

Amazon Cloud Drive

Kindle Musical Instruments & D.J
Appstore for Android Film & TV
Blu-ray

Digital Games & Software

Audible Audiobooks PC & Video Games
Books

Music, Games, Film & TV
Electronics & Computers
Home, Garden, Pets & DIY
Toys. Children & Baby
Clothes, Shoes & Watches
Sports & Outdoors
Grocery, Health & Beauty
Car & Motorbike

* Full Shop Directory

Figure 26 — Amazon website navigation.
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Welcome to IKEA United Kingdom. Ask Anna

All products Mew Living room | Bedroom | Bathroom | Kitchen Children’'s IKEA | Textiles & Rugs ~ Small space living All departments

BEDROOM : Mattresses Beds Wardrobes & Bedroom Storage Badroom Lighting Badroom Textiles & Rugs Mirrors Series

Figure 27 — IKEA website navigation.

When discussing how they would go about finding information two of the six
participants would use a search engine, namely Google and Yahoo, and use a
specific search term. One participant said they would always go to a specific
website, select one of the categories and narrow down the search from there. One
other participant agreed that they would use this in addition to using a search engine.
The remaining participants commented they would go to a specific website and use
the built in search function to find the information they want.

One patrticipant commented that they would start to get frustrated if they could not
find information they wanted within 2 minutes, but others commented that they had
no problem with spending time on a website as long as they could find it eventually.
One participant commented they would regularly spend 30 mins. — 1 hour on
websites for tasks such as booking a holiday, for example.

Council Engagement

Participants commented that they had previously used the Council website to search
for leisure activities and for adult education courses and other education related
topics and had easily found the information they wanted.

By far the most common service used by participants was the bulky waste collection
service; participants commented that they were very pleased with this service.

One participant commented that they often used the reporting function of the website
to report — street lighting if one has gone out and finds this really easy. They would
always use on-line services as they find phoning a complete hassle.

One participant had used the website to look for funding opportunities as they
volunteer in the mental health sector. In the end they could not find the information
online but contacted the Council by writing and telephoning.

One patrticipant felt they were always directed to the website when they did try to call
the council and finds getting to speak to someone difficult.

One patrticipant commented that they enjoyed the ‘What’s On’ feature that they
received by email. They liked this information, particularly the photographs, but can’t
find this information on the website.

Typically, participants used the Council website to report problems or issues.
Specifically, reporting potholes in the road, fly tipping and pest control. The outcome
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of the reporting was always successful but they did not like having to pay for pest
control services — others agreed with this.

One participant had previously contacted the council about having a dropped kerb
installed — they commented this information was easy to find.

One patrticipant commented that dealing with the council online is better than it ever
has been. They also commented that when they do deal with people on the phone
they are helpful and seem well trained. One other participant commented that they
can generally find information quickly and they like the website.

One patrticipant commented negatively about having to register with the website.
They could understand this was necessary when a service is paid for, but not when it
is free. They specifically commented that they didn’t want to have to register and
sign in just to get a sofa collected. They felt it was just another password they had to
remember and they also remembered getting stuck with the CAPTCHA security
mechanism and

One patrticipant felt that they can find most information they want on the Council
website — perhaps not 100%, but he would be 80-90% confident they could achieve
anything.

Participants were generally of the consensus that they would use the internet to find
information on Council services rather than phone and they were general happy with
the online services. Even those that had a slight preference for speaking to people
were happy with the current website. One participant did comment that there was a
possible generation gap as older people would still rather speak to someone but they
would have to keep up with using the internet as it is “the way of the future” and that
landlines at least will be phased out soon.

Participants would primarily access the website on a desktop machine, but two had
visited the website on their mobile phone. None of the participants were aware the
Council had a mobile app.

All said they use the website fortnightly to once a month and only when they need
specific information. None could remember a period when they used it daily.

Opinions on Council Websites - Existing Website

Participants were shown the existing Council website and asked for their likes and
dislikes. By far the most popular feature in terms of the Information Architecture was
the list of navigation links in the footer of the page (Figure 28). All but one participant
commented that they would use these links to find the information that the wanted
first — the other would use the left navigation links first.

Participants felt it was a shortcut to find information as ‘it’s all there’ (referring to the
content) and you are not waiting for a pop-up menu to appear. One participant
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commented that they would only use the search function of this website if they could
not see the link that they wanted.

Adult social care >

Report suspected sbuse

Blue Badge service

Residential care for older people
Meals on Whesls

Reguest a care assessment

Business >

Trading Standards

Buy or ket commercial property
Licensing & regulstion

P=y Business Rates
Suppeort for Businesses

Children & families >

GConcemned about a child?
Children's services

Early ears & Childcare
Family suppeort

Young people

Council & democracy >

Consultafions

Elecfions & voling

Meeting minutes & documents
Petitions

Register office

Traders Prosecuted

i

Pay your council rent

Leigure, museums, & parks >

Fesatured events

Libraries >

Join the library

Report dumped rubbish

Flanning policies

Special Educstionsl Neads

Pest control Apply for an HMO licence Apply for a Leisure Card Book a computer in a library
Check Food Hygiene Rating Finding = home Leisure centres and swimming pools Find your local library

Report an animal welfare issus Homeless senvices Museums & heritage Library of Birmingham

Report noise nuisance Housing Direct Exchange Parks Look for or renew a book
Rubbish & recycling > Schools & leaming > Transport & streets >

Report & missed collection Do | need planning permission? Jobs in schools Abandoned or unwanted vehiclas
Check collection days Big City Plan Adult educafion courses Planned roadworks

‘Wheslie bin enguines Building regulations Free school mesls Dropped kerbs

Find a rubbish fip or recycling cenire Local Lend Charge searches School govemnors Parking

Roads and pavements

Figure 28 — Footer navigation; existing website.

Participants commented that they liked the News links in the panel on the right of the
page (Figure 29) as they would often see a link to a story that they would otherwise
have missed.

birminghamnewsroom.com

30 Sep 2013

30 Sep 2013

Success

27 Sep 2013

abuse

27 Sep 2013

Early bird catches the worm
in green recycling scheme

Media Watch — Sept 30

The perfect end to
Birmingham’s Summer of

Mew push to tackle adult

QAA WAl avian

Figure 29 — News links.
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Participants generally did not like the positioning of the advert in the middle of the
page; also it was commented that is looked very unprofessional that the word
‘Accessibility’ was cut off (Figure 30).

My Account | Contact Us

» TARGETED
ADVERTISE TO KEY TARGET AUDIENCES ON

CLICK HERE
> MEASURABLE - cOUNCIL AND NHS WEBSITES

» RESPONSIVE Fendix medio ¢y

Figure 30 — ‘Accessibility’ link cut off.

Participants also made very negative comments about the moving elements on the
homepage. While the movement itself was distracting, it was more the fact that the
movement was in two directions. The carousel in the middle of the page (Figure 31)
moves horizontally, while the News ticker on the right of the page (Figure 32) moves
vertically.

UP LOANS

Loans | Mentoring | Support

Start up loans

Are you aged 18-307 Thinking about starting your own
business? Or are you already in business and trading for
less than 12 months?

[1][2][31[2][s](e][z][e]

Figure 31 — Carousel moves horizontally.
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birminghamnewsroom.com

Today's Birmingham City
Council meetings — Sept 27

27 Sep 2013

Media Watch — Sep 26
26 Sep 2013

Cycling challenge brings the
bike back to Brum

25 Sep 2013
Birmingham Fair Finance:

supporting reasonable
lending

30 Sep 2013

add vour event

Figure 32 — News ticker moves vertically.

One participant commented that they liked the video links in the news feed — overall,
they felt the website should be more visual. It was suggested that still images
depicting Birmingham in the past and present would be interesting. It was
commented that the website looked a bit boring and there was a general agreement
on this point. This issue was briefly discussed; one person commented that the
website doesn’t need to ‘jazzed up’, however another commented that the visual
appearance is important as the website represents Birmingham.

Opinions on Council Websites — Proposed Website

Participants commented that generally the new website had an enhanced visual
appearance as it looked nicer, simpler and more modern. They were not immediately
sure how the navigation would work as links were not shown.

Participants generally wondered where the list of links at the bottom of the page had
gone. They liked the menu at the top of the page as it is easy to see and hoped this
would be a sufficient replacement for the list of links.

Participants liked the Latest News panel (Figure 33) and commented the page was
better with elements moving only in one direction.
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Latest news

Early bird catches the worm in green recycling scheme

Media Watch — Sept 30

The perfect end to Birmingham’s Summer of Success

New push to tackle adult abuse

Phoenix from the flames:derelict building to visual highlight

Media Watch — Sep 27

Today’s Birmingham City Council meetings — Sept 27

Media Watch — Sep 26

Cycling challenge brings the bike back to Brum

Figure 33 — Latest news panel.
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o Participants liked the way the content of the Residents was structured. They
commented that the information was what they expected to see, for example,
information on waste collection and council housing — generally issues that
would impact residents only.

e When asked what content would be accessed from the Business link, they
commented that it would be information for businesses in the City such as
opportunities for business development and how they can help people
opening a new shop.

e While the participants of this group commetned they would not normally look
at this section, one person commneted the panels should be presented in
alphabetical order (Figure 34).

Business services

Commercial Waste
Business Rates
Commercial property available

Business opportunities with

Birmingham City Council

Support for businesses

New Economic Zones

Land and property grants for
businesses

Business Insight

Enterprising Communities

Licensing and regulation

Gambling
Markets and street traders
Taxis and private hire

Alcohol and entertainment

Employment strategy

Disability Employment Solutions
Employment Strategy Group
Employment Access Team

Birmingham Bridge Programme

Figure 34 — Present content alphabetically.

¢ When asked what information would be behind The Council link, participants
agreed it would be meeting agendas and budget information.

AbilityNet Web Accessibility Services

32



AbilityNet Usability Investigation Report

e When asked what content would be located under About the City participants
commented this would be primarily aimed at visitors but also contain
information on local history, future development in the city and What'’s on.

e One participant commented information on the Canal network should be
under the Leisure section instead of About the City because people primarily
use it for leisure and not travel. Some thought this had scope to be
categorised under several sections because it is strongly tied to the history of
the City, is a current visitor attraction and also concerns leisure.

The most important point that was raised in this session was related to the location
of the Transport and Travel section under the About the City link (Figure 35). The
participants felt this would be better placed under the residents section.

- FET R TERRET N e, SRS WU, I W T
[ | - | N PR - e - i - - S—_— Ahutth.clw LN | SO - PR | BRI N IR -

Developments and lor dewelopers Ecomanomas, demographic, and investmenl inlommalion

Bag Cily Plar Ecomamic key lacls

Meve Slreel SLalior Ecomomic research and analysis

Planning policles Econamle 7ome

Roaet] constrsction and msnbenanee innew deselopmicnks Mannbng and dewelopment facts and flgures

Iransportation development and temporary closures Population and census information

Gollerkes, lbrarkes, and musrums Local history Transport amd travel

Rirmilmgham Musseum andd Art Gallery Canals in Birming am Farking

Lihrary catalogue and renewals Conservation and archasobogy Pay a parking or bus lane penalty tleket

Library of Danming ham Famous people from Birmingham EKeport a potholes or other road or pavemesnt problem

Local libraries History of Birmingham Skreef maintenance

Stalues and public ar Places of interes]

‘Ward and district information

Districts / constituencies
Find my nearest...

Localism acl — communily righls

Figure 35— Transport and Travel section under About the City.

At the end of the session participants were asked where they could go to complete
some of the tasks; the results suggest that the proposed Information Architecture
may not yet have an optimal level of effectiveness.

e When asked where they would go to report a faulty street light, participants
commented they would visit the residents section. This was despite them
already been shown the navigation mechanism and discussing the placement
of the transport and travel website.

e For information about Education one participant commented they would go to
the What's On section. This is incorrect as this information is under the
Schools, Children and families heading of the Residents tab. Others
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commented they would use the A-Z index where we assume they would find
the information.

e When asked where they would look for funding opportunities, participants
suggested they would visit “‘The Council’ section. It is not clear from the
prototype site if this would be correct.

e When asked where they would look for pest control, participants all correctly
said they would visit the Residents section.

After this activity, one participant commented that they had realised the group had
only guessed the correct place to find information once out of the four tasks.
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Focus Group Two

The second focus group was held in the evening of Tuesday 24™ September;
participant information and a summary of the key points from the discussion are
described in this section.

Participant Information

Participant | Gender | Age | Demographic Information

Number

7 Female | 58 | Jaguar/Land Rover Employee

8 Male 43 | Small Business Owner

9 Male 42 | Property Developer

10 Female | 39 | Graduate Public Sector Employee

11 Male 37 | Cadbury’'s Employee

12 Male 39 | Graphic Designer/Small Business Owner

Participant Background

All participants had been lifelong residents of Birmingham. Local leisure facilities
used by participants include sports centres and leisure facilities, particularly those for
cycling, swimming, running and Zumba.

All participants described themselves as competent when using the web. Typical
activities the participants conduct online are social networking, visiting on-line
auction websites such as eBay and sites related to their occupation, for example,
Construction News.

As with the previous session, participants mentioned Amazon as a website that had
an effective navigation system.

Web Use

When looking for specific information, participants would generally use the Google
search engine, even for finding local information. One participant gave the example
of how they used Google rather than the Council website directly to find information
on swimming pools.

One patrticipant did comment they might try Google for general information, but
would look directly on a website for specific information and they would use the
website search function. One participant commented very strongly they would use
the www.gov.uk website before the Birmingham Council website.

This group commented that their use of the web was split approximately 50/50
between home and work.
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Council Engagement

All participants agreed that they had used the council website to look for information
on refuse collection services. While a few had arranged collection online, they had
tended to look for a phone number to call. One commented that they regularly used
the Social Services information as they had an elderly relative. Another commented
that they used the website for schooling information and could always find the
information they wanted.

Generally speaking, all participants said they could find the information they wanted
when using the website but it wasn’t always very quick. As with the previous group,
one participant commented that when she does ring she is encouraged to visit the
website so now does visit the website first when looking for information.

One participant used the website for professional purposes as they look for building
and planning information. They were very comfortable using the website for this as
they were very familiar with it.

Some commented that they had found the Neighbourhood Offices very helpful but
that they were not well advertised and thought that some had closed. None of the
participants had visited a Neighbourhood Office recently.

Generally speaking, participants would not use the mobile app. They commented as
it was not for pleasure and would waste space on their phone, particularly as they
would be unlikely to use it.

Opinions on Council Websites - Existing Website

One patrticipant felt there was too much information on the existing website and
some should be filtered out — more specifically, there is too much information
presented at once.

Another commented that you get used to it if you use it a lot, but if only using it
occasionally - as they did - it can be tricky finding information. There was agreement
from another participant that it was not user friendly as there was too many links
presented at once.

When it was suggested that the website should be more interactive (as commented
by the previous group) there was a consensus in this group that this would be
pointless — one person commented that “you don’t go on a council website for
entertainment”.

As with the previous group, participants regularly used the navigation links towards
the bottom of the page to find information as it was clear and easy to find
information. One participant even commented that it might be appropriate to put this
on a dedicated page. This is the one element of the existing page that all participants
would keep as it is.
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Two participants disliked the moving news carousel as they found it annoying; the

advertisement was something that especially annoyed people. Conversely, one
person thought the news carousel should be more prominent.

One participant commented that the ‘What’s On’ section was a bit plain and boring
as it is just text. They also though the fact it overlapped with other page elements
(Figure 36) was unprofessional.

What's On

birminghamnewsroom.com

Early bird catches the worm
in green recycling scheme

30 Sep 2013

Media Watch — Sept 30
30 Sep 2013

The perfect end to
Birmingham’'s Summer of
Success

27 Sep 2013

New push to tackle adult
abuse

27 Sep 2013

add your event

for FREE

Figure 36 — News panel overlaps other elements.

Overall, the general impression was that the website was drab and did not make
Birmingham seem very exciting.

Opinions on Council Websites — Proposed Website

When participants were shown the proposed website they expressed overwhelming
disappointment. They commented that it looked exactly the same as the old website
and was a bit drab. One participant commented that the website needs a whole new
revamp and that they were just trying to ‘cover over cracks’ rather than rebuilding it
from scratch.
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One positive aspect was that generally speaking they would keep the navigation bar
at the top of the page (Figure 37) and there was a consensus that the ‘Do it Now’
links at the left of the screen (Figure 38) accurately reflected common tasks users
complete on the site.

Home Residents Business The council About the city What's on Feedback My account
Figure 37 — Top navigation menu.

Do it now!

lobs

Bulky waste collection - book
Benefits - apply

Council tax - pay

Councillors

Dumped rubbish - report
Housing repair - request
Missed bin collection - report
Parking ticket - pay

Pest Control

Planning applications

Pothole or other road problem -
report

School term dates
Street cleaning
Street lighting and signs

Tree pruning - request

Figure 38 — Do it now tasks.

e When asked what content would be behind the Residents tab, participants
guessed correctly that Refuse Information would be there. When showed the
drop-down menu they commented it was comprehensive.

e Participants correctly guessed that information on business rates and general
business services would be found under the Business link.
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e When viewing the About the City pop-up menu participants were surprised
that ‘Transport and travel’ was in this section. This supports the view of the
previous group.

Opinions on Other Council Websites

Participants were briefly shown a selection of other council websites, some of which
were examined as part of the benchmarking review. Here we summarise their
comments.

Manchester Council

e Colours were not appealing but felt it represented Manchester well with a
good design and layout.

e Icons were good. They were bold and clear and helped break up the text.
Some should be incorporated into Birmingham website.
e Link labels were clearly and simple.

e The navigation concept was simple and easy to use.

Liverpool Council

e Noisy appearance and dislike of colour purple.
e Too much text

e Disliked how some link text wraps over two lines; they should be on one line.

Wolverhampton Council
e Modern look.
e Good use of images; simple design, not too busy.
e Participants generally liked ‘Most Popular’ links (Figure 39)
e Positive use of language; ‘Our Place Our Plan’ (Figure 40).

Most popular
Q Job vacancies @ Pay your council tax @ Leisure centres

Do | need planning Pay your housing rent [6©) School term dates
permission? m

@ Council housing City centre car parks Renew or reserve library
e

items
Births, marriages, Report fly tipping
| ] deaths

Figure 39 — Positive aspect; most popular links.
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MNews All News
s Our Place Our Plan

Council Tax Reduction Scheme
A message to residents

City's £6 million Youth Zone

A message from the
Mayor
A message from the Mayor

of Wolverhampton, Milkinder
Jaspal.

= - - _ . = A message from the
Forar i leader
Our Place QOur Plan A message from the leader
of Wolverhampton City
Council, Roger Lawrence.

Figure 40 — Positive use of language; ‘Our Place Our Plan’.

Wigan Council
e Perhaps too simplistic, but works. One person commented “my mum could
use that”.
e No identity; could be anyone’s council.
¢ One participant commented it was “like an iPhone, so modern and up-to-
date”.
e There was a consensus that they liked the icons on this website.

Shropshire Council

e Participants commented that this was dull and very similar to the Birmingham
website.

Copeland Council

e One person commented that they wouldn’t know it was a council website
unless they had been told because services and icons not clear.

¢ Some found background image distracting.

e Didn’t think finding information was easy to find.

AbilityNet Web Accessibility Services 40



Usability Investigation Report

AbilityNet

Conclusions

The usability review and benchmarking activity found that websites which use plain,
text links and offer the user multiple ways to access information performed the best
overall. Particular reference is made to the Shropshire and Liverpool Council website
which offer three or four ways to access information, namely:

e Clear calls to action for important functionality (e.g.: Pay It; Report it, etc.)

e A short list of links to commonly performed task/key information.

e The content of the site is divided into 8-12 logical categories and clear links
are presented on the homepage.

e An A-Z list of quick links.

It should be noted, however, websites which present a large number of short, text
links on one page, supplemented by large clear icons also performed well in the
benchmarking exercise. The concept and visual appearance of these sites was also
praised by users in the Focus Group sessions.

All participants commented they would visit the website before contacting the
Council by phone. Participants used the council website for a range of information
finding tasks, such as adult education courses, school terms dates and leisure
facilities. Users’ would also perform a range of tasks online such as arranging bulky
waste collection and reporting issues such as broken street lights and potholes.

Participants liked the navigation concept adopted by the Manchester Council website
as well as the clear visual design and simplicity of the Wigan Council website.
Despite performing well in the benchmarking activity, participants thought the
Liverpool Council homepage contained too many text links. Despite the Shropshire
website performing best in the benchmarking exercise, participants commented the
visual design was quite drab and unexciting. The Wolverhampton Council website
drew praise for its modern look and feel, good use of icons and positive use of
language.

When commenting on the existing website, participants overwhelmingly liked the list
of navigation links at the bottom of the page as it was clear and gave them quick
access to areas of the website. Participants generally disliked having two moving
elements on the page, especially as they moved in different directions. There were
also issues with the layout of some elements that they did not think looked very
professional.

When commenting on the proposed website, participants would keep the navigation
bar at the top of the page (and there was a consensus that the ‘Do it Now’ links at

the left of the screen accurately reflected common tasks users complete on the site.
The inclusion of an A-Z list of links was also considered positive. The participants of
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the second group were quite negative of the initial prototype as they did not consider
it much of an improvement or enhancement on the existing website.

The most important point raised in both sessions related to the proposed
navigational structure of the website was related to the location of the Transport and
Travel section under the About the City links. The participants felt this would be
better placed under the residents section.

Sometimes users’ comments were slightly contradictory. They mentioned that a
Council website did not need to be too innovative or ‘flashy’, but that the visual
appearance was still important as it represented Birmingham.
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