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1 Policy Context

These Guidelines have been developed in consultation with Tasmanian Government Web
Publishing Reference Group. The TGWPF Project Steering Committee has approved its release
for consideration by the Inter Agency Steering Committee (IASC).

These Guidelines provide guidance for agencies in the implementation of the Tasmanian
Government Web Publishing Standards (TGWPS).

This document is not a stand-alone document, and should be read in conjunction with the
Tasmanian Government Web Publishing Standards

(http://www.go.tas.gov.au/web publishing/tgwps/tgwps complete publication.shtml), and in
particular Principles 3 — Legal Requirements and Principle 4 — Equity Of Access And Maximum
Usability.

2 Introduction to Usability

Web usability is the capacity of your users to effectively perform the tasks that they should
reasonably expect to accomplish on your web site. This means that those tasks can be done
easily, consistently, and quickly, and without prior knowledge or detailed training.

Usability is not about whether your users are excited, impressed or entertained by your web site,
but about whether your users can accomplish what they set out to do. A web site that delivers
user outcomes in an equitable and accessible manner, with content that can be understood by
the average user, creates a better impression and generates more return traffic than one that
only looks flashy.

The site should be designed to deliver outcomes for the intended user audience and its
success measured by testing against real users.

Usability professional Jakob Nielsen’s research in 2004 indicated that four problems make up
75% of usability issues. These are:

Finding information (I1A, category names, navigation, links)
Understanding information (content, corporate info)

Page design (readability, layout, graphics, scrolling)
Search (quality of results)

These issues can all be addressed with adequate user testing during the design stage.

3 Understanding the Characteristics of Web Usage

A good understanding of the web as a communication medium is essential. The web is not the
same as other media and has its own characteristics:

. Web users are elective clients and easily frustrated - they will give up if the task is difficult,
give up if the speed of delivery is slow, and will quickly tire and turn off sites that focus on
presentation rather than functionality.
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o Users spend more time on other people's web sites than yours; it makes sense not to
break conventions already in use or force users to spend time and effort learning how to
use your site.

J Users do not read text and content in the traditional way employed for print, instead they
scan text and images on the page, sometimes haphazardly - you will need to design your
web pages to suit this behaviour, and may need to rewrite content so that it is simple and
easy to scan.

o A web site is like a dark multi-roomed mansion where the user can enter at any level and
must then not only understand where they are but move to the actual room (web page)
that contains what they want - navigation and consistency of approach across your entire
web site are critical - you may understand the floor plan, they will not.

J Your web site represents your understanding of the tasks that the user is trying to perform;
it should not represent how your organisation is structured, or what you would like the user
to do. If you want your user to use and return to your site, you must make it easy for them
to do what it is they want to do.

o Unless you have a specialist target audience, acknowledge that many of your users will
have outdated equipment, older versions of software, slow network connections, few
additional software programs, be lacking in the inclination or ability to add addition
software to read attachments, as well as being distrustful of your site and/or some of its
underpinnings (eg cookies, requests for email addresses).

4 User-Centred Website Design

The design of your website should assist the user and be based on evidence obtained by user
testing at each stage of the process.

You should follow these steps when planning a website.

4.1  Define the goals of the website

These goals should be articulated and formalised, but should also be simple, clear and
achievable.

Methodologies

Refer to website business plan. What were the business goals? What does the website
deliver that is not available by other means?

4.2  ldentify your users and define their needs

Define the target audience that you expect to use your site - their demographics, web
experience, and technological base. For example users may be limited by outdated
equipment, or have restricted access to certain types of web functionality because of
corporate security policies.

Gather evidence about the information that your users want to find on your site. This may
be different to the items that you want to promote, but if you don’t find a balance between
the two, the users will not visit the site.

Identify the main tasks that your users will want to perform on your site.
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4.3

4.4

4.5

If you are redesigning an existing site, carry out usability testing on the current site. This
will give you information about how your users view the information. It will also give you
evidence about what works, and what doesn’t. There may be features of the existing
website that are working quite well that you will want to keep.

Testing the existing website also provides a benchmark against which to test the new site.
You can use the same questions (if the content is similar) and should be able to
demonstrate an improvement in usability.

Methodologies

o] Helpdesk calls - How do clients currently contact you? Where do they come from?
What facilities do they have? What are the most frequent questions from users?
o] Talk to client service staff — What are the common queries from clients?
o] Website statistics — for sites being redeveloped, look at existing site usage statistics
o] User surveys and focus groups
(need to be designed/run by skilled staff/professionals)
o] Usability testing of existing site

Identify content areas
Define the main topics that you want to include on your site.
Methodologies

o] Look at existing brochures, booklets, reports, fact sheets and other documents,
existing websites

o] Review information gained from user consultation

o] Review business goals

Develop an information architecture for the website

The way you organise information on the website will determine whether your users can
successfully find the information they’re after. The language and groupings that you use
should reflect the way your users are likely to think about the information. It should not
reflect the way the organisation is structured or rely on terminology used internally that
may be unfamiliar to users.

The development of an information architecture should be based on evidence gathered by
consulting with your users.

Methodologies

o] Card sorting
o] Written outlines
o] Usability testing

Test the information architecture

Once you have developed your proposed information architecture, you'll need to test it
with some users to ensure that they can quickly and easily select the right topic to find a
resource.
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4.6

4.7

This can be done quickly and simply using paper prototypes.
Changes are far easier and cheaper to make at this stage than after the website has been
developed. Ideally you should choose users who have average skills in website use, and
who have little or no knowledge of your site. You should also test a range of ages and
include both male and female users.
Methodologies
o] Paper prototyping

Develop content

Ascertain what already exists and in what format, decide what else needs to be created;
identify content creators and authorisation processes.

Assess existing content in terms of its suitability for your intended audience. Is it written in
an appropriate style, using appropriate language and terminology?

Has it been written for a website using short sentences, dot points and links to further
information?

You can test your users’ comprehension of the text to ensure you are writing in an
appropriate style for their level of understanding and reading style.

Methodologies

o] Writing for the web training and resources
o] Usability testing of content

Implement the information architecture

Before implementing the information architecture you should review the proposed structure
to ensure it meets your business goals and the identified needs of your clients.

You can now design your navigation based on the information architecture.

Navigation enables users to find their way around websites and to locate the information
they need. It should allow users to find out where they are, where they have been and
where they can go in a website.

Test your navigation to see if your users understand what the navigational elements do,
and whether they can recognise them in the positions you’ve placed them on the page.

The Tasmanian Government Websites - Design and Navigation Guidelines provide better
practice recommendations for the implementation of the Tasmanian Government web
header and footer, and recommendations on the consistent layout and use of navigation
and content elements of web pages. The recommendations are based on research and
usability studies.
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Methodologies
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4.8

Research website navigation
Usability testing on navigation

Deliver the website

You can now build your website with a degree of confidence based on the results of your
testing.

The software that you use to deliver the website may be determined by what is currently
available in your organisation but you should consider the following:

(0]
(0]
(0]

Who will need to update the content of the website?
What skills are necessary to update the website?
Who in the organisation has these skills?

Your choice of software should support the business processes that you intend to
implement for maintaining the website.

For example, do you want content experts to be able to update and authorise their own
pages or will all web authoring be done through a central bureau?

It may not be practical to expect a wide range of users to have skills in a specialised
software package, particularly if web publishing is not a major part of their role.

4.9

Monitor, evaluate and review

Once the design is implemented, you should continue to monitor and evaluate users’
experiences in navigating the website. For example, web logs can show where users enter
and exit the site, which will give an indication of whether users are successfully reaching
the information.

Methodologies

O O0OO0OO0O0

5

Web logs

Web statistics

User feedback (calls to helpdesk, email enquiries)

Usability testing

Comparing usability results with previous website if available

Best Practice in Web Design

Web sites are a mixture of graphic design, content provision, and system interaction. They must
work in unison if the site is going to be effective:

o
0}

Aesthetic and minimalist design is best.

The site, in terms of structure, labels and images should reflect the tasks the user is
trying to perform.

The site should speak the users' language, using words, phrases, labels and
concepts that are familiar to them.
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7.2

o] Users should be able to understand the options open to them and all relevant
options should be presented in an easily viewable way, without reliance on prior
knowledge or learned behaviour.

o] The user should always understand where they are in a site, or what stage they are
at in a process.

o] The site should cope with wrong or illogical choices and errors made by the user -
clear navigation and feedback are critical.

o] Site and page navigation etc. should be consistent across the site.

o] Build testing into every stage of the design. Base your design decisions on evidence
rather than personal preference.

Tools and Resources

Website Evaluation Centre (Department of Education)
http://www.statelibrary.tas.qgov.au/services/websiteevalcentre.htm

Links to Further Information
Tasmanian Government

Tasmanian Government Better Practice:
http://www.go.tas.gov.au/web publishing/web publishing menu.htm

Other Jurisdictions

Australian Government Information Management Office (AGIMO) Better Practice
Checkilists:
http://www.agimo.gov.au/practice/delivery/checklists including:

1. Testing Websites with Users
2. Website Usage Monitoring and Evaluation
3. Assistive Technology for Employees of the Australian Government

8

Victorian eGovernment website:
http://www.egov.vic.gov.au/Research/WebSitelssues/AccessibilityUsability/useabil.htm
U.S. Department of Health and Human Services Usability:

http://www.usability.gov/

Jakob Nielsen on Usability and Web Design:

http://www.useit.com/

Contact Information

For further information about these Guidelines, please contact:

Inter Agency Policy and Projects Unit
Department of Premier and Cabinet
Phone: (03) 6233 3836

Email: ehelp@go.tas.gov.au
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