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EXECUTIVE SUMMARY

In the autumn of 2008, the University of Washington Libraries launched a redesigned

website. Changes to the site included an updated look and feel, and new design features
intended to improve  patron access to resources.  To evaluate the effectiveness of the
redesign, a usability test of the new site has now been completed.

Ten users from arange of disciplines and experience levels were asked to perform various
tasks using the new site, and respond to inquiries about their overall reaction s to the site.
Their actions and comments were analyzed to determine the effectiveness, efficiency, and
satisfaction with which they were able to accomplish tasks commonly performed by UW

library patrons. During these evaluations, the following findings were noted:

1 Most users expressed a positive
. . NIVERS! BRARIES

response to overall site design W
and organization ——

9 Participants exhibited significant
adoption and use of new .
elements including drop down v e s
navigation menus, header search R :
box, and Qwidget chat link N ...

9 Participants were easilyab leto
complete basic tasks such as
looking up books, accessing
Course Reserves, and logging in
to their Library Account.

Figure 1 : UW Libraries Home
Page, September 2008

Several usability challenges were also noted , and s olutions for some of these have been
implemented . For other issues, further research is necessary

1 The Image Collection Search box was misinterpreted by users. It has been removed.

1 Many users had difficulty navigating the Hours of Operation page . This page has
been revised to more prominently feature web -friendly information

1 Users did not identify or utilize the Reference Tools section . Discussions of relabeling

this page or moving its content elsewhere are underway
1 The proximity of the i Fi n dlinks tarid the WorldcatLocal A Sear ch Evetabyt hi ngo
confused users. These two areas have now been visuall y separated.
91 Library -provided tools such as Re search Help and Subject Guides were underutilized
1 The Image Collection sand UW Digital Collection s content areas were not understood
by users . Navigation and labeling m odifications are under discussion.
1 UW Worldcat search results were too broad and difficult to narrow down for many
users. These findings have been forwarded to the Worldcat Local Team.
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INTRODUCTION

The UW Libraries website serves as a critical access po int for materials for bot h remote and

in-person library patrons . T he ability of patrons to easily discover and access resources

through this site is critical to the Librariesd missiol
The Spring 2007 UW Libraries Triennial Survey found a shar p increase in remote use of the

Libraries .* While u ndergraduate students continue d to frequent physical library spaces,

usage by faculty and graduate student s had shifted dramatically towards remote access

Graduate students are now more likely to connect to the library from off -campus t han from

any location on campus .2
Another trend noted in th e survey data was a growing tendency for students and f aculty to

begin their research process on the open internet, rather than the library catalog or other
library -provided discovery tool.

URISTRSITY OF
Il WASHINGTON

sio MR R R

This finding was supported by results Lilrare I AR 2 R B &
of Project Information Literacy 2008 3
This study conduct ed discussions with lm_
undergraduate students from many T e o TR |7
different campuses, and found that et Uy BN
students often use Wikipediaasa first eedenigigid mz_
step in information discovery. This o & e -
project also concluded that the massive Sirhsicons

[ About the Ubearies » |

increase in available resources has
paradoxically made research more
difficult for many students.

In October 2007, the UW Libraries Public

Web Operations G roup began to evaluate

the UW Libraries web site (Figure 2) in Figure 2 : UW Libraries Home Page ,
2004 - August 2008

! Hiller, Steve. 2007 -2008. iLi stening to the UW Community: the 2007 UW Li |

Library Directions: A Newsletter of the University of Was  hinton Libraries, Autumn  -Winter, 17(2).
Retrieved online on January 13, 2009, from:
http://www.lib.washington.edu/about/libdirections/Idfal07 -web.pdf

2 preliminary Selected Results from UW Libraries 2007 Triennial Survey. Retrieved online January 13,
2009 from:  http://www.lib.washington.edu/assessment/surveys/survey2007/documents/ARLForum
TriResults2007.pdf

3 Project Information Literacy 2008 video. Retrieved online on January 23, 2009 from:
http://www.youtube.com/watch?v=RKI7yOI8nQY
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response to these changes in patron behavior, and in recognition of the increasing

importance of online access. The site was evaluated  based on its ability to meet user needs

and to further the Librariesé goals, which include bei
enabling users to function self -sufficiently on their own terms.

The Public Web Operations group found that improvements could be made to the site to

better serve these goals, and began a data -driven design process to improve this critical

access point.

GOALS OF THE REDKSIG

Based on an analysis of user behaviors outlined in the Triennial Survey and with the overall
strat egic goals of the UW Libraries in mind, the Public Web Operations Group developed the
following high level goals for a redesigned website:

1 Extend navigation and access to critical resources across subpages
1 Increase accesstot ools and resources thath elp users be self -sufficient
1 Reduce redundant information
1 Preserve easy access to existing resources
91 Improve the accessibility of the UW Libraries Website
1 Update look and feel to be more closely aligned with the main University web  site
To inform the implementation of these goals in specific sections of the site, patron behavior

was analyzed using arange of d ata sources , such as the previously mentioned Spring 2007
UW Libraries Triennial Survey , and a series of focus g roups conducted in  November 2007 to
obtain information about user preferences.

Based on these findings, two early prototypes were developed (Figure 3).

[0

Search UW Libraries and beyond

University of Washington ¥ N
Campus Photographs Collection | | Spotlight
) emor procaceeg 851 ma

Figure 3: Early Design Prototypes
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Redesign Timeline
These prototypes were  evaluated in a

preliminary round of user interviews in May
2008. 2007
Next, user f eedback about the advantages Spring {  Triennial Survey
and disadvantages of those early prototypes
was used to develop  a single design .

November § FocusGroups
The final layout included significant
revisions to the home page and to the 2008
headers, footers, and navigation bars of )

i ; - : May/June § User Evaluation of

subpages. This redesign did not directly E
include other services linked from the
website ( such as WorldCat Local and
Course Reserves). )

September §  New Site Launch
The redesigned s ite was launched in
September 2008 , and the focu s of this November q  Usability Testing
report is the usability testing  of that
release, which was  conducted in November Decembef § Revisions based on
2008. Present |  Usability Findings
This testing effort aimed to eva  luate the v
effectiveness and effi  ciency of the design
for p atrons who use the UW Libraries
website. Figure 4: Redesign Timeline

The techniques anehethods used in this study were designed to measure usability, as it is
defined in the International Standard of Usability:

fiUsability: the extent to which a product can be used by specified users to
achieve specified goals with effectiveness, efficiency and satisfaction in a
specified context of use. 6!

Accordingly, the study was structured around three main areas: a group of specified
users , their specific goals ,and analysis of their satisfaction and success in achieving
those goals with effectiveness and efficiency.

! International Standard of Usability, ISO 9241 -11: Guidance on Usability, retrieved online on
1/15/2009 from http://www.usabilitynet.org/tools/r_international.htm#9241 -11
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METHODS

A.SPECIFIED USERS

The specified users  for this investigation were undergraduate students, graduate students,

and faculty of the University of Washi ngton. A target number of participants for each user
group was set based on relative proportions of the U niversity population, * as shown in
Figure 5 . In keeping with the real  -world populations , the majority of participants in this

study were undergraduates, with significant representation from graduate student s and
faculty members.  Ten participants were recruited from a variety of disciplines and

experience levels.

80 -
S 70 -
S 60 -
Q.
& 50 -
©
o 40 -
S
2 30 -
(]
e 20 -
)
[
10 | .
O n T T - T 1
Undergraduate  Graduate & Faculty Library
Professional Employees
Figure 5: 2007 Population Distribution at the University of Washington

! Demographic statistics are taken from the UW Libraries report to the Association of Research
Libraries for 2007, retrieved on 1 /15/2009 from:
http://www.lib.washington.edu/assessment/stats/default.html
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B. SPECIFIED GOALS

The particular user goals measured in this study were based on previous research data

which described common actions of users of the UW Libraries. These goals included

discovering, locating, and using library resources. For the purposes of this study ,user s 0
goals were approximated with a diverse set of basic and advanced tasks, which p articipant s
were asked to complete using the new site.

Tasks were designed to  both simulate common goals of patrons (such as finding books) and
to evaluate the particular go als of this redesign (such as improving navigation across
subpages).

Both the wording of the task instructions, and the structure and order of the script, were

used to maximize evaluation potential. For example, participants began their session at the
Odegaard Undergraduate Library Home page, rather than the main UW Libraries Home

page, and were instructed to accomplish the fir st three tasks from this page. After
completing those tasks, participants were directed to the main UW L ibraries Home page for
the remainder of the session.

This structure allowed the

evaluation of design elements Usability Evaluation Tasks
such as the persistent navigation
drop -down menus and the catalog From the Odegaard Library Home Page

search box in the header. f Unit: Find a specific book

1 Unit: Access your library account

In the actual study, each task f  Unit: Find an article about a general topic

was presented to users with a
brief narrative providing From the Main Home Page
instructions and context for the 1 Main: Get help with Research

task. The full text of the task Off Campus Access to restricted resources
instructions  is available in Subject Guides: explore a new subject area
Appendix A . Find an image of a specific person

Look up a specific library poli cy

Find a specific book

Pay a fine

Locate Course Reserves

Look up a specific fact (Reference T ools)
Reserve a study room

Request th at the libraries purchase a book

Ask a librarian for help

Look up the opening hours of a library location

=4 =4 =4 -4 -4 -8 4 -4 -4 -5 -8 -9
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C.PROCEDURES

STUDY PROTOCOL

Usability sessions were facilitated by a Systems Librarian or by a Graduate Staff Assistant in
the IT Services Department of the University of Washington Libraries.

Each session was conducted according to a strict protocol in cluding a written script

for the facilitator, to ensure consistency. Participants were encouraged to provide

both positive and negative feedback and assured that the evaluation was not

intended to measure their abilities, but rather to test the site itself . Patrticipants
were asked to complete a series of 15 tasks using the UW Libraries website. During
the tasks, the facilitator prompted participants to describe their thought S process es
and provided assistance with task instructions but not with execution. Once all tasks
were completed, the testing software presented the participant with an on -screen
survey to evaluate their experience with the site.

EQUIPMENT

The usability tests were performed in a dedicated usability lab located within S uzzallo
Library. The room contains a desk with a computer, monitor and chair. An additional chair
was used by the testing facilitator , who was seated next to the participant.

This machine was running Microsoft Windows XP Professional Version 2002, Service Pack 3,
Internet Expl orer 7, and Mozilla Firefox 2.0

Morae 3, a commercial user testing software system made by Techsmith

(http://www.techsmith.com/morae ), was used to present task instructions to participants ,
and to record their screen actions, comments, fac ial expressions, and survey responses
To facilitate efficient session administration and res.|

Morae 3 was used, which generated popup instructions for each task.

The autopilot mode automatically logged the beginnin g and ending of each task based on

when the participant pressed the 6starté button on the
sessions were recorded an dtingraghingfzwendion aMovedtheduck b ui |
production of quantitative results display S.
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D.ANALYSIS

Participants6é actions and comments were evalwuated usi n
the effectiveness and efficiency with which they were able to accomplish their goals, and
their overall satisfaction with the site.

SATISFACTION

Participant satisfact ion with the web experience was evaluated by examining the comments
users made both verbally during the session and in response to a written survey at the end

of the session.

EFFECTIVENESS

The effectiveness with which participants completed tasks was analyzed by scoring the
difficulty level of each task for each user. Difficulty scores were assigned by analyzing
session recordings to determine whether each task was completed with ease , completed

with difficulty , or failed to complete

For some tasks , participants did not use the resource provided by the library website and

instead used an alternate strategy . For example, in several cases participants stated that

they would ask a librarian in person rather than use the website. These tasks were scored

as failed to complete ; although the alternate strategy may have been successful in

accomplishing the userés goal, their rejection of resol
a potential problem with those areas of the site.

EFFICIENCY

Becauseofthe occurrence of O6alternate strategyodoaskawasks, meas:!
not found to be an accur  ate indicator of efficiency. Several participants spent very little time

on tasks for which they used an alternate strategy, however the low task time did not

indicate efficient task completion

Instead, both the difficulty score and a detailed summary of participant actions and

comments were used to evaluate efficiency. This summary was compiled from the session
recordings and sorted by task, to identify in efficiencies that arose for multiple users.
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SPECIFIC FINDINGS

A. LOOK AND FEEL

Most of the study participants found the site easy to use, with eight out of ten participants
ratingthesite 6 s @ e as e highfy (o end scale of one to five). Most users also
displayed a positive response to the new visual design of the site, with some dissenting
viewpoints. The doctoral candidate and faculty member participants commented that the
pages had too much content:

G{ ONBSya I N’ (2 2welsitzénak¥sitad thuclytdziafée a2 ohcel
FYR L GSYR (G2 3S0G FNHzZGNI GSRDE
However the majority of study participants, including a Il of the undergraduate  students and

one mast er 0,delt thd nevddesigh was easy to navigate:

fil liked the simplicitythe ease to access the most commonly asked information,
FYR GKS LINRPYAYSyYyd aStkNOK 02E®¢

L ftA1SR K2¢g SOSNRUKAY3I gla fFAR 2dzix dzy
wouldSELISOG Ay F2NXIGA2Y G2 0S8 dzy RSN

Based on f ocus group comments, some goals of th is redesign included creating an

environment that felt more active and inviting to users, and was less reliant on lists of text

links. The user data collected in focus groups and preliminary testing, in which users

responded positively to the stronger col or scheme with UW branding, was suppo rted by this

round of tes ting, although once again a disconnect was appar ent between the perceptions of

undergraduate students and faculty/graduate students. Faculty and graduate students
tended to prefer a more subdue d style, commenting:

G¢KS aAdS Aa GOSNER Of dzZid SNBR 002dzZ R 0685
aThe color gradations purple to white-- N @SNE |yy28Ay3 | yR R

Undergraduate students ~ commented approvingly on the layout, or expressed a wish for it to
be even more dyn amic:

aL fA1SR K2g GKS aAaidsS glhaydid ONRBSR

S
G!'ftaz2 GKS aradsS t221a | ftAGGES RdzA £ @ LG
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B.NEW DESIGN ELEMENTS

Several tasks were planned specifically to evaluate the use and efficacy of new structural

and visual elements. These new elements included a persistent navigation bar with drop -
down menus, changes to the catalog search presentation, and a Qwidget chatlin k with a

I i br arniagen @l§of these new elements saw significant adoption and use by

participants in this study.

DROPDOWN NAVIGATION
The previous version of the libraries website included a persistent navi gation bar, as shown

in Figure 6 . This bar included links to the main areas of the site and appeared on most
subpages.

UNIVERSITY OF
If WASHINGTON

Libraries Libraries Home Resources Services About

Figure 6: Persistent Navigation Bar

In the new design, the navigation bar  has been maodified to include drop  -down menus for
each area of the site (see  Figure 7 ). This navigation structure allows users to jump directly
between site subpages,  without nee ding to return to the home page

Libraries: Bothell Tacoma Health Sciences Allv UWIN UW D S ¢ campus access ()

TAT ey usnacs ask us! - B
" NIVERSITY of v SHINGTON email | chat | phone d

Find It ¥  Using the Libraries ¥ = AboL ¥ Research Help ¥ Log into Your Library Account »
RESEARCH HELP
Your Library Account S

UW WorldCat: Search UW Libraries and beyond B

Pay Fines Electronic Books

Reserve a Study Room " Everything Books DVDs CDs Articles
Course Reserves v
2arch evel ing

Interlibrary Loan Transcript | Play video

[ search] Search ith L WerldCat®
more help and instruction »

UW Digita W
Reference To® Library Tools and Widgets

UW-only Catalog | Summit Catalog
e Citation Toole

Figure 7 : New Drop -Down Menus
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As shown in Figure 8, most users took advantage of the drop down menus at some point
during the evaluation. For some tasks they chose to return to the home page to scan all
available links , however eight out of ten participants used the drop down menus at least
once.

Drop-Down Menu Use Across All Tast

18
16
14
12
10
8
6
4
0 m B
(-\\o‘\’ \§¢Q’ < 0«‘9' -\o"'\’ o@'} 0\&*\’ & ,5@} &
S 9 P & N & S & o &
S k@ S o © o @ 2 S $
X N N ¢ < ¢
© R R <& © <&

Figure 8 : Drop -down Menu Use
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PRESENTATION SGEARCH

UNIVERSITY OF

Focus group comments J
revealed user confus ion about

the multiple search boxes on

the home page (Fig ure 9). The e
subdued color scheme and
placement of the  main catalog
search box was also noted as

a challenge by some users .

Libraries

email | chat | phone

LMY Hame »

LIy Bathell Library »»
UM Tacorna Library >
HealthLinks »

WASHINGTON []158

» Reference Tools

T Autumn 2008

L ‘5

» UMW Libraries Catalog

Search the UW Libraries Catalog
e T——

.;

More search options / Summit

Article Databases
Browse By Subject
Electranic Journals

mare..

How do I...

Your Library Account
Connect from off-campus
Course Reserves

» Interlibrary Laan

» Reserve a Study Room

To address these issues, the
main catalog search box was
moved in this design to a

more central location and
strongly identified with color
and prominent tabs (as in
Figurel0 ) . The dsi
box has also been removed
from the home page.

y

» Employment Opportunities

t e

UNIVERSITY LI

Eight out of ten users
identified the catalog search
box as the first or second item
they noticed on the home
page. Searching the library
catalog is one of the most
common reasons patrons visit
the UW libraries w ebsite, and
making this search easy to
locate strongly supports
efficiency for users.  In their
comments, five users
specifically mentioned the
prominent search box with
tabs as one of the features
they liked most about the site

FIND IT

Page 14

About the Libraries »»
searchthisste (G2} s Locations

» Staff Directory

» Support the Libraries

more...
Spotlight
e UV Libraries is Winner of the 2004

Excellence in dcademic Libraries Award,

mate...

Collections

o The UW Libraries Catalog and other related
services will he unavailable June 14 for

Figure 9 : Two Search Boxes

ARIES

earch UW Libraries and beyond i

Figure 10 : Prominent Catalog Search
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A catalog search box has also been added to the header bar of  subpages, to facilitate
searc hing from anywhere on the site, as shown in Figure 11

Figure 11 : Subpage Header

To evaluate th e effectiveness of this new presentation of catalog search, each usability
session began at the Unit Homepage for the Odegaard Undergraduate Library. The first
task instructed participants to find a book, and all ten users quickly located the new catalog
search box in the website header , indicating that this feature support s user efficiency.

Two users chose to limit their search to the UW -only catalog, and a third participant
expressed confusion about whether the box would search UW Worldcat or the UW  -only
Catalog. These actions supported  previous findings that some patrons prefer not to see
results from other libraries. S ee the UW Worldcat section of t his report for further
discussion .

REVISIONS: HEADERREH

To increase clarity about the function

of the Header search box and support

different searching preferences, a radio

selector has been introduced that allows

patrons to select UW Worldcat,

UW-Only Catalog, or Site Searc  h. Figure 12 : Revised Header Search
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