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Executive Summary

Background and Research Methodology

Culture.ca or Canada’s Cultural Gateway, was launched in November 2003 by the Department of Canadian Heritage in collaboration with a range of partners from the public and private sectors.  As of October 2004, Culture.ca achieved its objective of 2 millions visits.  To improve upon this achievement, 

site managers are considering undertaking a substantial site re-design and architecture revisions in early 2005, that will enhance the user experience, increase the number of visitors and repeat visitors and build brand image and recognition

In order to take Culture.ca to the next stage, the Department of Canadian Heritage commissioned a qualitative research study with its primary target audience (i.e. Canadians between the ages of 25 and 49 with a special focus on those with children).  Through a competitive process, the Department of Canadian Heritage selected Phase 5 to conduct the research.

The overall approach to the research study comprised two stages:

· 12 One-on-One Contextual Interviews. A series of 4 one-on-one interviews, in each of Vancouver, Toronto and Montreal (French).  The interviews were used to observe Canadians using Culture.ca in the context of typical search strategies/situations.  

· 6 Focus Groups. A total of 6 focus groups, two in each of Vancouver, Toronto and Montreal (French).  The focus groups were used to brainstorm on solutions and ideas for site content, features and design.  The sessions were also used to provide clear direction for a range of site improvements and enhancements, including functional content and features.

Key Research Findings

Defining Canadian Culture

Participants were asked to provide their personal definitions of “Canadian Culture”.  By far, the most consistently mentioned element of Canadian culture was the concept of multiculturalism and diversity.  Indeed, some participants indicated that “Canadian culture” was difficult to define for this very reason. In addition to defining Canadian culture in relation to its diverse ethnic make-up, many participants also noted that they considered Canada’s Aboriginal culture and history a critical component of the country’s broader culture.  Following this, the most commonly mentioned association with “Canadian Culture” was hockey.  

Reflecting Canadian Culture

During the course of the research, we observed that while the site excelled in reflecting some of the elements associated with Canadian culture, consideration could be given to increasing representation of other core elements, especially at the Home page and second-page levels.   In particular, while topics such as multiculturalism and diversity and Canada’s Aboriginal Peoples are addressed within the site, it was noted that many felt they deserved greater prominence on the Home page, both through images and feature elements (e.g. a Showcase or Feature Site topic).   

The remaining topics featured on the Home page (and in the left-menu bar in particular) generally reflected commonly identified elements of Canadian culture.  However, some participants in both the focus groups and interviews suggested that more effort could be placed on highlighting the “Canadian” element of the site, through the concerted use of colour (i.e. red and white) and images (i.e. maple leaves and the Canadian flag).  

Accessing Cultural Information
Participants cited that their channel of choice for this type of information is the Internet.  
When searching for information on Canada’s culture on the Internet, participants tended to start their search by entering a specific term into a popular search engine (e.g. Google or Yahoo).  Following this, they began the process of linking to the sites in the search results, starting with the top-ranked sites.  

Cultural Information Needs

The information and resource requirements cited by general public participants closely reflected the current content featured on Culture.ca, providing further validation to the site’s content scope.  For example, the top four most consistently mentioned types of information (i.e. Festivals and Events, Travel and Tourism, History of Canada and Famous Canadians and Historical Figures) were, for the most part, addressed on the Home page or second-level pages.  

However the  information related to Canada’s multiculturalism and diversity and Canada’s Aboriginal Peoples was not clearly visible at the first or second-levels of the site.  In addition, information that is currently included on Culture.ca in relation to these topics does not fully address the depth of information requirements cited by participants.  

Approaches to Content Organization
The research employed a ground-up approach to validating the current content featured on the site.  Participants were asked to cite the type of information they would expect to find on Culture.ca and were then tasked with organizing the information into logical categories. The findings from this exercise clearly validated the relevance of most of the existing content categories on Culture.ca, while providing guidance for topic categories that could be considered for inclusion in future iterations of the site.  While the labels that participants applied to their category groups varied across the locations, the suggested content remained similar.  

The most consistent categories that emerged across most locations and groups included: 

· Festivals and Events; 

· Travel and Tourism;

· Canadian History; and

· Canadian Arts and Artists (this encompassed all forms of art and media).

We observed the following issues during this exercise, which should be considered when developing future iterations of the site:

· The existing main categories on the Culture.ca Home page were, to a large extent, validated through this exercise.  However, on balance, participants from most of the focus group sessions tended to suggest more main topic categories than the seven (including Festivals and Events) that are currently featured on the Home page.  What is important to consider for future development is maintaining a Home page that strikes a balance between an intuitive and encompassing top-level navigation structure (i.e. the main content categories) and brevity, so as to not overwhelm the user.  Consideration could perhaps be given to ensuring that, where information gaps exist, required information be featured intuitively at the second-level of the site, rather than adding greatly to the number of top-level content categories. 

· Given the extensive breadth of content featured on the site and the depth of topics within each category, it would be wise to consider cross-linking content, wherever relevant.  The content organization exercise clearly demonstrated that some users thought of a specific topic in one way, while others viewed it in another light.  For example, some users might classify a topic that addressed an historical element of the sport of hockey under the ‘Sports’ category, while other might classify that topic under the ‘History’ category.   

Features and Functionality

Suggestions were solicited for features and functionality that could be included on Culture.ca, which would encourage users to both create and engage with culture.  Suggestions emerged for features that would facilitate both objectives, as well as features that would facilitate access to cultural funding opportunities.  Examples of suggested features include the following:

· Interactive art and culture (e.g. creation, contribution to ongoing art projects);

· Calls for submissions;

· Interactive Video Clips and Tours;

· Online Art Purchases; and 

· Art and Media Commentaries.

In addition to encouraging participants to provide suggestions for features to include on Culture.ca, participants were also asked to provide feedback on the appeal of several features under consideration for development. Participants reacted most positively to the ‘Calendar of Events’ feature and the ‘Youth Zone’ feature, in addition to noting that there was value for particular audience groups for including a Speakers Bureau.  Overall reaction was only moderate to the concept of a Forum.

Culture.ca Web site Review: Initial Expectations
Prior to reviewing Culture.ca, participants were asked to describe in detail, their expectations for the site.  Content expectations were generally aligned with the site’s current content and reflected the content themes currently featured on the Home page.  Participants indicated that they expected to find the following topics on a cultural Web site:
· Festivals and Events;

· Films;

· Music;

· History;

· Media (e.g. ethnic and domestic radio programming);

· Art and Performing Art (all mediums);

· Biographies of artists and other famous Canadians; and 

· Multiculturalism.

Expectations were also cited for interactive features included the ability to purchase tickets online for shows, concerts and festivals, the ability to provide comments on plays, films, concerts.  In addition, some participants indicated that it would be exciting to include visual tours (e.g. 3600 tours) as well as compelling images, films and documentaries on the site.

Sponsorship and Positioning
Some confusion emerged from across the locations related to the ‘sponsor’ of the Culture.ca site.  Most participants expected that the Government of Canada would sponsor such a site, indicating that the Government would lend credibility to the site’s content.  A few participants indicated that they felt that other partners should also be involved, to ensure that the information included on the site was balanced and did not only represent the views of the Government of Canada.

Once they had reviewed the site, most participants indicated that it was relatively obvious that the Government of Canada was the site’s primary sponsor (due in large part to the presence of the Canada wordmark at the top right-hand corner of the site). It was understood to be a collaborative site involving the government, however, there was less clarity related to the role of other organizations in the sponsorship of the site.

Culture.ca appeared to successfully appeal to its core target audience group (Canadians from 25 to 49 years old) and provides relevant information that this audience requires.   Most participants noted that Culture.ca appeared to have been designed for adult Canadians looking for information on Canadian culture.

Branding

The site’s title “Culture.ca” and “Canada’s Cultural Gateway” were considered intuitive and reflected the site’s content and intent.  The tagline “Explore, find and share the creativity and diversity of Canadian culture on-line” was considered important as it set the tone and crystallized the purpose of the site.  

Reactions to the Home page
The content featured on Culture.ca clearly reflected participants’ expectations, and indeed in some cases, exceeded expectations.  The look and feel of the site drew some of the strongest criticism of the site across the locations and groups.  One of the key concerns centered on the predominantly grey and yellow colour scheme, which a number of users felt was “drab” and “unexciting”.  Participants noted that a Web site designed to provide cultural information should be dynamic and “happy and bright’, engaging the users visually.  Suggestions emerged in each location to enhance the prominence of the “Canadian” element of Culture.ca.  

Home page Content
Participants felt that the main content categories reflected the range of information they expected to find on a Web site designed to facilitate access to Canadian cultural information, resources and collections.  The one exception was the ‘Media & Publishing’ category, which some Francophone participants felt was more appropriate for a business Web site, rather than a cultural Web site.

The ‘Research and Statistics’ label on the Home page caused some confusion among participants.  Participants indicated that they expected this section to provide specific links to demographic information and statistics on a range of cultural topics, including providing demographic profile data for ethnic groups living in Canada.  

Most participants felt that the ‘Showcase’ and ‘Featured Site’ sections provided value to the site, especially after more detailed exposure to their content.


Home page Left-Menu Bar

Participants did not voice any concern with the two term label approach (e.g. Arts & Expression, History & Heritage, etc.) and most felt that the labels themselves were descriptive and appropriate.

Inside Pages

The findings suggested that on a site as extensive as Culture.ca, extensive cross-linking should be incorporated to ensure that, where relevant, topics are represented in multiple categories.  In addition, the current organizational structure requires a user to locate relevant information on a specific by filtering through the A-Z listings, rather than filter through a more intuitive subject linking that would classify all relevant links under the subject for a particular sub-category.   The current layout of each first-level inside page may prevent users from noticing the links at the bottom of the page, as only the ‘feature boxes’ are above the page cut-off.

The look and feel of the first-level inside pages were generally considered adequate, yet a number of participants again indicated that brighter colours and more dynamic and compelling images (e.g. Flash) should be used to make the pages more appealing.

My Perspectives

Francophone participants tended to react most positively to this feature, indicating that they considered it valuable to include on the site as it provided insight into other Canadians’ perception of their culture.  Participants from other locations tended to question the likelihood of whether they themselves would take the time to either read through the entries or contribute their own perspective.  Most felt that it would be particularly useful to new Canadians.

The visual appearance of ‘My Perspectives’ on the Home page was met with criticism, which stated that the vertical layout of the two boxes made the section look like an advertisement rather than a valid navigation option.

Showcase

Most participants that reviewed this feature were unsure of its purpose upon first glance.  However, when specific Showcase features were demonstrated, reactions were quite positive, especially to the dynamic Flash elements.  Many spontaneously commented that the interactivity featured in this section should be replicated on the Home page to create a more compelling experience at the outset.  

Featured Site

Similar to the findings related to the ‘Showcase’ feature, the purpose of the ‘Featured Site’ was not blatently obvious to participants.  In addition, those who reviewed this section had difficulty expressing the difference between it and the ‘Showcase’ feature.  Again, once the moderator explained that this section was intended to highlight a particular link of interest, reactions were more positive, particularly reactions to the images and descriptions.

Search Feature

Participants clearly noticed the presence of the search feature on the site and many indicated that its placement at the top of the Home page and all other pages on the site was intuitive and appropriate.  Some issues and observations did emerge with respect to the search feature, including the following: 

· The presentation order of the search results was not considered intuitive;  

· Many of the search results that were returned did not appear to be relevant to the search terms input;  

· The brief descriptions included with the search results were considered quite useful, yet some felt they could be more detailed;   

· There were clear expectations that the links presented in the search results would direct users to a specific Web site page that addressed the content, rather than to the site’s Splash Page or Home page; and  

· Participants were in favour of including additional aids and tools within the search feature (e.g. thesaurus, spell check, etc.).

Navigation
The majority of interview participants began searching for information by using the left-menu bar categories.  Navigation issues surfaced as soon as participants linked into one of the six categories from the left-menu bar.  One key impediment to navigation on Culture.ca appeared to be the lack of extensive cross-linking throughout the site.  
The left-menu bar navigation convention was considered quite useful, yet participants did not always notice that the left-menu bar categories expanded further once they clicked on a particular category, nor did they always understand the relationship between the links in the centre of the page and the left-menu bar categories (especially as they branched out into further sub-categories).

Proposed Features

Participants were asked to provide feedback on features that were being considered for inclusion on the site.  

· Ask a Librarian:  Francophones appeared to be the most receptive to this concept, noting that it was an excellent option to facilitate an information search.  Anglophones saw value in the concept, but questioned the turn-around time.  Most indicated that they expected a result within one business day.  

· Send to a Friend:  A number of participants indicated that they would appreciate such a feature on the site, stating that it made it easier to send interesting or helpful information to friends and colleagues.

· Polling:  Most participants felt that this was a good idea and many indicated that it would provide an interesting feature to return to.  
Recommendations for Moving Forward:

Role and positioning  

The research findings suggest that the current content focus of Culture.ca site is well aligned with participants’ definitions and associations with “Canadian Culture” and importantly, their expectations related to information that would be included in a Web site designed to provide access to Canadian cultural information, resources and collections.  The site’s appeal to participants validates the efforts to target this audience group (Canadians between the ages of 24 and 49).  As such, we recommend that those responsible for managing and developing Culture.ca continue to focus on this core audience group, developing content and functionality with their needs in mind.  

The current content was considered most valuable for parents and teachers, who envisioned directing youth to the content and working with them.  Most felt that youth would not necessarily access the content on their own, but would have to be directed to it either by parents or teachers.  As such, while we recommend giving consideration to developing a section for youth, promotion would be best directed at adult audiences, rather than youth.

While the content is generally well-directed, additions to Culture.ca’s content offering and specific design and navigation enhancements will ensure that the site is ultimately valued by users while providing an intuitive user experience.

While the reader is encouraged to refer to the findings report for a comprehensive listing of recommendations, the following highlights key recommendations for moving forward with site development efforts:

Over-arching Recommendations
· There were strong expectations that a Web site designed to provide access to cultural information, resources and collections be dynamic and visually engaging. Where possible, the Home page and first-level sections should incorporate dynamic elements (e.g. streaming video, Flash) to ensure that the pages are visually arresting and that convey the right image for a cultural Web site.

· Many participants suggested that all of the site’s sponsors and partners should be clearly represented on the Home page.  As such, consideration should be given to highlighting, near the top of the Home page, all of the site’s sponsors and partners. Participants noted that the additional private and public sector sponsors added further credibility to the site.  Most felt that the site should explicitly communicate its core sponsors.

· It was noted that the links on many of the first-level pages were not visible as they were below the page-break. We recommend reducing the size of the feature elements on each first-level page or placing the elements side by side, rather than one on top of the other, to provide greater visibility for the links.

· The description included in the first-level page for each main section (e.g. Arts & Expression, History & Heritage, etc.) did not adequately convey the content scope or depth.  Consideration could be given to including more detailed descriptions in the first-level page for each main section.  
· There was a general impression that Culture.ca could do more to highlight the “Canadian” aspect of the site.  Consideration could be given to including more overt Canadian images, including a dynamic “rolling Canadian flag” on the Home page, more maple leafs on the Home page and the use of a predominantly red and white colour scheme. Consideration could also be given to including more images on the site that speak to Canada’s multicultural composition, including different ethnic groups and its own Aboriginal population.

· While the current layout of the Home page was considered intuitive, consideration should be given to incorporating minor enhancements to the look and feel of key feature sections (e.g. Showcase, My Perspectives, etc.)  

Content

· The findings clearly indicated that most of the key content that participants would seek out is addressed on Culture.ca.  However, the findings also suggested that content could be enhanced in two broad topic areas:  Canada’s multiculturalism and Canada’s Aboriginal Peoples.
Navigation
· Observations from the information retrieval tasks revealed that different users mentally categorize information in different ways.  For example, one user may think of information related to the famous hockey player “Scotty Bowman” in relation to Sports, while another user may think of it in terms of Biography or Famous Canadians.  We recommend considering incorporating extensive cross-linking throughout Culture.ca to accommodate the breadth and depth of topics and the many potential categorizations for specific topics.
· While the research findings suggested that the topic / sub-topic navigation flow was intuitive, the indexing of links by their title was not.  Participants observed that this convention required the user to filter through an A-Z listing of links to locate a specific source.  There was an expectation that links would be presented in alphabetical order by subject, rather than by the title of the link.   Consideration could be given to re-categorizing links by subject, rather than their title.  However, this would not be a small undertaking and consideration should be given to the resource requirements to complete such a re-categorization.  
· It was observed during the course of the research that participants did not always notice that the left-menu bar categories expanded further once they clicked on a particular category, nor did they always understand the relationship between the links in the centre of the page and the left-menu bar categories (especially as they branched out into further sub-categories).   We recommend that the sub-categories remain, but that links be categorized at the highest sub-category, in addition to the more specific sub-category. 

Search Feature

· One of the key concerns with the efficacy of the site’s search feature was the relevancy of the results.  Consideration should be given to using a more intuitive search engine product to drive the site’s search feature.  

· Users had difficulty interpreting the order of presentation for search results.  Some users guessed that results were presented in alphabetical order, some guessed by date or by subject, while others noted that they appeared to be presented in order of last modification.  Consideration should be given to presenting search results according to relevancy.  

· Participants reacted quite positively to the proposed features for the search engine. Consideration should be given to incorporating all of the proposed tools and aids into the search engine, including a priority ranking based on an internal ranking (e.g. Editor’s Picks), highlighting search terms and an automatic spell check and suggestions for alternative search terms / synonyms. 
1.0
Introduction

1.1
Background

Culture.ca or Canada’s Cultural Gateway was launched in November 2003 by the Department of Canadian Heritage in collaboration with a range of partners from the public and private sectors.  As an important initiative of the Canadian Culture Online Strategy this gateway provides users with easy access to an impressive range of Canadian cultural topics and sources.  In addition, an increasing level of interactivity allows users to not only retrieve information, but to actively share content and opinions.  The site offers access to Canadian cultural information, resources and collections on a wide variety of topics including, but not limited to, the arts, history and heritage, media and publishing, sports and leisure, places, events and the people of Canada.  In short, it  is helping define Canada and Canadian people to Canadians and non-Canadians and actively engaging Canadians in cultural life.  

Metrics collected to-date indicate that the site has been a success.  As of October 2004, Culture.ca achieved its objective of 2 million visits. However, site managers are considering undertaking a substantial site re-design and architectural revisions in early 2005 that will enhance the user experience, increase the number of visitors and repeat visitors and build brand image and recognition
.  In order to take Culture.ca to the next stage, the Department of Canadian Heritage commissioned a qualitative research study with its primary target audience (i.e. Canadians between the ages of 25 and 49 with a special focus on those with children).  Through a competitive process, the Department of Canadian Heritage selected Phase 5 to conduct the research.   

We considered a number of factors in designing our approach to the research, to ensure that the research would ultimately provide guidance to enhance the user experience, encourage repeat and user referrals.  These factors are briefly outlined below.  

Understanding the user context:  At the foundation of any successful site is a thorough understanding of the users’ context and conceptual framework.  Only when site managers understand who is visiting, why they are coming, what they expect from the site and how they are thinking when they enter the site are they in a strong position to design a site that meets and exceeds the information needs of users.  It is also necessary to make sound decisions related to trade-offs that must inevitably be made when offering a complex service with limited resources.  Qualitative research is an invaluable tool for ensuring a site addresses the needs of target clients, meets their expectations and is presented in a manner that will resonate i.e. the conceptual framework for the site reflects the conceptual framework of the user.  

The research submitted in May 2003 entitled “Culture.ca: Qualitative Assessment of Initial Design Concept” assessed the initial design concept for Culture.ca.  The report indicated that the fundamental architecture (i.e. the categories on the left navigation bar) reflected users’ expectations and that the categories were complete and clear.  Importantly though, this was observed by a review of the proposed categories, rather than a ground-up approach that sought to create categories.  Prior to proceeding to the next version, we recommended validating the existing categories, to see if new categories emerged and to further explore expectations within each of the core sections.  Our approach to this work explored the user context in order to add new insights related to the fundamental design and to build on previous research by delving deeper into the design and nature of major categories.       

Ensuring the user experience is enhanced:  Based on research with thousands of Canadians, Phase 5 has developed a conceptual model of the online experience that allows organizations to plan and develop online information initiatives. As shown below, the model posits that a variety of factors shape the online experience. 

Online Experience Drivers
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While the relative importance of each factor and the specific attributes that comprise each factor will vary from web site to web site, we felt that three factors would be particularly germane to the success of Culture.ca. 

1. Usability.  Often used synonymously with “ease of use,” “usability” stands for a range of attributes that contribute to the end-user’s ability to achieve his or her goals efficiently by interacting with the web-based interface. Typical usability attributes include ease of navigation, searching, information structure, nomenclature, content display, look and feel, system feedback and help mechanisms. Clearly, if users cannot easily find relevant information and navigate throughout the Culture.ca site, it is unlikely they will have a positive end-user experience. 

2. Content.  As stated on Culture.ca, its “aim is to engage Canadians in cultural life, to educate and entertain web surfers with the stories of many peoples and to provide access to the best of Canadian culture online”.  Clearly an important role of the site is to provide access to Canadian cultural information and it is reasonable to assume that as such, the content provided by the site is a critical driver of the end-user experience. Specific content issues that will likely affect users’ perceptions include the coverage, level of detail, the relevancy and extent to which users perceive that the content is tailored to their needs, the currency of the content and the content’s accuracy. 

3. Functionality and tools.  Given the nature of Culture.ca, functionality and tools are likely to have a significant impact on the user experience and the ability to generate repeat visits and referrals.  Virtual tours, audio and video clips are examples of tools and functionality that enhance the user experience and are likely to encourage users to share and explore.  
These and other drivers of the online user experience were actively explored in this research.

Enticing the user to explore and share:  Culture.ca is currently grounded in the premise that it wants to encourage visitors to “explore, find, and share in the best of Canadian cultural and creative life”.  However, our extensive experience conducting research related to online offerings indicates that most users have a distinct information need in mind when accessing a Government of Canada (GoC) web site.  Research recently conducted by Phase 5, on behalf of the Treasury Board Secretariat (TBS), supports this experience.  Our firm manages a GOL panel for TBS that consists of over 9,000 Canadians.  In a survey conducted in the fall of 2003 Canadians were asked to describe the nature of their most recent visit to a GoC site.  We learned that Canadians are primarily visiting GoC web sites to ‘find’ information (84%) e.g. obtain general information, to find an answer to a specific question or to search for a job.  Only a small proportion are visiting sites to complete a transaction (8%), to browse (4%) or to provide or share information (2%).  

Although the percentages will obviously vary from site to site, we suspected that these general trends were also true for Culture.ca.  Whether the purpose is personal, work or school-related the vast majority are likely visiting the site to ‘find’ information.  They might visit a site like Culture.ca to validate an historical fact, find out more about a favourite artist or famous Canadian, identify the timing and location of cultural events, to find information for a school project or to help plan a vacation.  Of course, the site needs to address and fulfil the user’s information needs in order to create a positive user experience.  However, given the site’s goals and considering the richness of the content available through the site we strongly support the expanded goals of Culture.ca to encourage users to ‘explore’ new topics / areas and to ‘share’ experiences and knowledge.  This will expand users’ knowledge and involvement in Canadian culture.  This position was also supported by the research submitted in May (i.e. Culture.ca: Qualitative Assessment of Initial Design Concept) which indicated that participants thought the site should adopt an ‘explore mode’ that encourages users to ‘taste’ and ‘partake’.  However, to increase the time spent on the Site and encourage repeat visits and referrals the site must quickly grab users’ attention, communicate what is on the Site, promote content and opportunities for sharing that will truly draw attention and be effective at pulling users in.  This research was also used to explore and validate design elements and content intended to entice the user to ‘explore’ and ‘share’. 

1.2
Research Objectives and Approach 

We proposed an approach that efficiently addressed the range of research questions that the Culture.ca project team wished to address.

1.2.1
Research Objectives

The research was designed to address the following questions, outlined specifically by the Culture.ca project team. 

Usability and functionality

· What is the overall quality of the user experience?

· What is functioning well and what is not?

· Is the site easy to learn and use (e.g. intuitiveness, layers, speed and presentation)?

· How well are navigation aids and tools working (e.g. search engine, core categories)?

· Are the labels and terminology clear and concise?

Design and layout

· What is the overall reaction to site design? What do they like? Dislike?

· Is it graphically appealing and appropriate (e.g. colours, look and feel, and organization)?

· Where do they go first on the Home page?

· Does the layout make it easy to locate content and features?

· Should multimedia features be added?

Content

· What are users expecting to find?

· Is the breadth and depth of content appropriate?

· Are the content and features useful (including Showcase, Featured Site and My Perspective)? 

· What will motivate users to return to site?

· What are the priority areas for improvement?  

General user needs and goals

· Are they cultural information consumers?  If not, why?  If yes, do they use the Internet to find cultural information?  If yes, what sources are used?

· Is Culture.ca a useful resource?  Why or why not?

1.2.2
Overall Approach

Our overall approach to the project comprised two stages:

· 12 One-on-One Contextual Interviews. A series of 4 one-on-one interviews, in each of Vancouver, Toronto and Montreal (French).  The interviews were used to observe Canadians using Culture.ca in the context of typical search strategies/situations.  

· 6 Focus Groups. A total of 6 focus groups, two in each of Vancouver, Toronto and Montreal (French).  The focus groups were used to brainstorm on solutions and ideas for site content, features and design.  The sessions were also used to provide clear direction for a range of site improvements and enhancements, including functional content and features.

We recommended an approach that included both in-depth interviews and focus groups for the following reasons:

· Interviews provide more detailed feedback on information architecture and interface issues. The Culture.ca team is considering undertaking substantial redesign and architectural revamp”.  As such, key research objectives were centred on the need to understand the extent to which Culture.ca meets target audience content needs and expectations, and is designed in a manner that facilitates intuitive use by users.  This required detailed feedback is best obtained through in-depth interviews that emulate realistic interactions that audiences, with an interest in Canadian culture, may have when visiting Culture.ca.  While focus groups are useful for brainstorming on concepts, generating ideas or probing on attitudes and issues, they are not well-suited to surfacing detailed feedback on site organization and navigation.  Hence, interviews allowed us to surface a range of detailed issues and probe on these to gain a deeper understanding while focus groups allowed us to identify and explore potential solutions to the same issues.

· Contextual interviews help ensure the basic architecture and taxonomy of the site reflect the manner in which users behave and think.  In our experience, the development of user-centred web products requires an understanding of how the information is used in context.  In this case, Culture.ca project team wanted to validate the organization and labelling of the various sections of the site.  In-depth interviews that allowed us to observe how users navigate through the site provided a wealth of information on what works and what does not work relative to content organization, labelling and graphic presentation.  The same is true of site features and functionality, for example, the search tool.    

· Interviews allow better simulation of use conditions. In-depth interviews included observation of search behaviour.  One-on-one conditions better simulate run-time conditions than do groups, given that interaction with Web interfaces tend to be conducted individually, and not in groups. Ensuring that the research emulates, as much as possible, actual use conductions, is crucial for identifying and understanding the cognitive processes and resulting search paths used by site visitors.

· Groups leverage idea generation and solution-identification and ratification. While the current site was also reviewed in the focus groups, the emphasis of the group sessions was placed on leveraging the collective group dynamic to identify content expectations, organize these contents expectations / needs (e.g. using nominal techniques), identify priority enhancements for the site as a whole (including interactive functionality) and for specific areas and brainstorm solutions to any identified problems.  

1.2.3
Recruiting

All respondents were recruited using the screening questionnaires included in Appendix A.  The screeners were designed to ensure participants had an active interest in the area of Canadian culture.  They also obtained a mix of profiles.  Specifically, respondents representing the Canadian public were selected to represent a mix of Internet use levels, age (25 to 49), occupation, education, ethnicity and gender.  All participants had sought information on Canadian culture in the past six months.  We also ensured that group participants had sought a variety of culture information topics.

We recruited ten for eight to ten respondents to show for each focus group and provided an incentive of $70 per respondent.  We also recruited 5 interviews per location in order to be able to complete 4 interviews and provided an incentive of $50 per respondent.

1.2.4
Conduct of the Focus Groups

All of the focus groups were conducted in professional research facilities during the evening (between 5:30 pm and 10:00 pm).  All research facilities had observation rooms that were separated from the focus group room by a one-way mirror.  The fieldwork took place from September 27th to October 1st, 2004 and each focus group lasted approximately two hours.  The focus groups followed a semi-structured moderator guide (please see Appendix B) that addressed the research objectives outlined in Section 1.2.  Phase 5 developed the guide with input, feedback and approval from the Culture.ca team.  

The flow of each focus group discussions was as follows:

Introduction – The moderator informed participants of the purpose, agenda and other key information.  Participants were informed of the confidentiality and anonymity of the exercise and of any viewers and recording.

User Profiling and Warm-up – Participants were asked to briefly provide some background information about themselves and to share how they personally defined Canadian culture.

Use of Information Related to Canadian Culture - Participants were asked to identify occasions when they had sought cultural information in the past 6 months.  They were also asked to anticipate situations / occasions when people like themselves would like to access such information.  The discussion included a description of the situation when they looked for information, type of information sought, sources used and any problems encountered.

Content Organization – Next, the group was divided into two break-out groups to brainstorm on possible approaches to clustering content and to identify priority areas.  To do this, each sub-group were provided with a series of cards, each containing the content they just generated.  They were asked to sort the cards according to logical categories, relating these assortments to the events and situations identified during the previous discussion.  

Features / Functionality – Following the content organization exercise, participants were asked to provide suggestions for innovative, interactive features and functionality that could be included in a Web site designed to provide access to cultural information, resources and collections.

Site Review - At this point in the session, we conducted a detailed review of selected main features of Culture.ca (using a computer projection on a large screen).  Specifically, the focus groups obtained reaction to the Home page, including perceived target audience and sponsorship and obtained reaction to one of the three following features:  My Perspective; Showcase; and Featured Site (the features were rotated across the groups, ensuring that each feature was reviewed during at least 2 groups).

Wrap-up – Respondents were asked to provide suggested improvements for the Cutlure.ca site.  
1.2.5
Conduct of the Interviews

The interviews were conducted in professional research facilities with observation rooms separated from the interview room by a one-way observation mirror.   The fieldwork took place from September 27th to October 1st, 2004 and each interview lasted approximately one hour.  The interviews followed a semi-structured interview guide (please see Appendix B) that addressed the research objectives outlined in Section 1.2.  Phase 5 developed the guide with input, feedback and approval from the Culture.ca team.  

The flow of the interviews was as follows:

Introduction – The interviewer informed the participant of the purpose, agenda and other key information.  The participant was informed of the confidentiality and anonymity of the exercise and of any viewers and recording.  
User profiling and warm-up – The participant was asked to briefly provide some background information and to share how they personally defined Canadian culture.

Use of Information Related to Canadian Culture – The participant was asked to identify occasions when they had sought cultural information in the past 6 months.  They were also asked to discuss useful features for a culture site based on past experience using other sites.  The discussion included a description of the situation when they looked for information, type of information sought, sources used and any problems encountered.

Expectations Related to a Cultural Site – Prior to exposing the participant to Culture.ca, we sought to understand expectations related to content and features of a Canadian culture site.

Scenario Based Exercises – The participant attempted up to two goal-based exercises, beginning with the home page of the current site.  The specifics of each exercise were derived from the respondent’s function or interest.  During the exercises, respondents were encouraged to “self-annotate”, that is, to express their thoughts, impressions and reactions as they attempted to retrieve the information.  
Site Review – Following the information retrieval exercises, we conducted a detailed review of the main features of Culture.ca.  Specifically, the interviews were used to obtain reaction to the Home page, including perceived target audience and sponsorship and obtained reaction to one of the six main sections (e.g. Arts & Expression, History & Heritage, etc.)  The sections were rotated across the interviews, ensuring that each section was reviewed during at least 2 interviews.

Wrap-up – The participant was asked to provide suggestions for key improvements for the Culture.ca site.  

1.3
Research Considerations 

Readers are reminded that the results of qualitative research are not statistically representative.  They, therefore, cannot be generalized to a wider population and represent only the perceptions and opinions of a select group of individuals.  Not withstanding this point, the qualitative feedback obtained through the study can provide useful direction and guidance for future refinements and enhancements to the Culture.ca site.

2.0
Defining and Representing “Canadian Culture”

This section of the report highlights research participants’ personal definitions of “Canadian Culture”.  In addition, we present our observations related to the extent to which Culture.ca currently addresses and supports these definitions.  
2.1 Definitions of “Canadian Culture”

Prior to participating in the focus group, participants completed a hand-out that addressed topics that would be discussed in the group.  One of the sections of the hand-out included a sentence completion task that required participants to complete the following sentence: “When I think of Canadian culture I think of….”  While interview participants did not have to complete the hand-out prior to the interview, they too were asked to define “Canadian Culture” in a similar way.

Not surprisingly, definitions of “Canadian Culture” touched a range of elements generally accepted to be quintessentially “Canadian”.   Interestingly, some definitions were broad, addressing Canadian social mores and traditions, while others were more specific, citing references to Canadian icons in art, literature, sports and history to name a few.  By far, the most consistently mentioned element of Canadian culture was the concept of multiculturalism and diversity.  Indeed, some participants indicated that “Canadian culture” was difficult to define for this very reason. Time and again, across the locations, participants noted that they associated not only the diversity of ethnic backgrounds but the freedom and ability to maintain a distinct ethnic identity as a cornerstone of Canada’s broader cultural identity.  Essentially, participants defined Canadian culture as a mosaic of ethnic diversity and equality, rather than an assimilated singular identity.  One participant summarized this by indicating – “When I think of Canadian culture I think of people from many diverse background living together and working together to facilitate a productive and considerate society”.   New Canadians particularly embraced this concept, vigorously stating that they felt that Canadian culture was influenced by the acceptance of diverse multiculturalism.  Participants from Montréal noted that in addition to its ethnic diversity, the distinctions between English Canadian and French Canadians contributed to Canada’s unique cultural identity. 

In addition to defining Canadian culture in relation to its diverse ethnic make-up, many participants also noted that they considered Canada’s Aboriginal culture and history a critical component of the country’s broader culture.  While both Aboriginal and non-Aboriginal participants stated this view, Aboriginal participants, and in particular those from Western Canada, tended to have a more narrowly defined view of Canadian culture which focused primarily on elements related to Aboriginal culture, rather than broader multicultural associations.   

Some participants also cited that they associated particular behaviour as inherently Canadian.  Specifically, descriptors such as “non-aggressive”, “peaceful” and “polite” were used by many to describe components of “Canadian Culture”.   

In addition to the above cultural and behavioural mores, many cited specific examples of Canadian personalities, places, sports, business and media when defining “Canadian Culture”.  Following the defining concept of Canada’s acceptance of diversity and multiculturalism, the most commonly mentioned association with “Canadian Culture” was hockey.  Again, across the locations, participants observed that hockey truly played a critical element in Canada’s cultural definition. The following are examples of other commonly mentioned associations with “Canadian Culture”.

· The CBC (as both an institution and distributor of Canadian programming such as This Hour Has 22 Minutes)

· Canadian films

· Specific regions of Canada (e.g. the East Coast, the Western Rockies)

· Canada’s wilderness, nature and environment

· The Group of Seven

· Literary icons (e.g. Margaret Atwood, Earle Birney)

· Music icons (e.g. Gordon Lightfoot)

· The burgeoning film industry (i.e. Hollywood North)

· Health Care System

· Foods (e.g. poutine)

· Animals (e.g. Moose and Beaver)

3.0
Cultural Information Needs

This section of the report presents an overview of participants’ information needs related to Canadian culture.  Two of the core objectives of the research included ensuring that the content featured on Culture.ca reflects users’ expectations and needs and that the breadth and depth of content is appropriate.  As such, we explored participants’ cultural information needs and analyzed these needs vis-à-vis the current content featured on the site to develop an understanding of information gaps.  

The findings from the initial qualitative assessment conducted in May 2003 suggested that participants felt that the content labels on the Home page generally reflected the scope and breadth of what they considered to be “cultural” information
.  However, given the objectives of the research, this conclusion was based on participants’ reactions to existing content and labels, rather than a ground-up approach that sought to first identify information needs and then work with the information to develop an architecture for the site’s content.  At this early stage in the lifecycle of Culture.ca, we felt it was prudent to validate the site content by gaining a thorough understanding of participants’ cultural information needs to ensure that the site was true reflection of users’ cultural requirements.

Participants were asked to describe situations in the past six months when they had sought information related to Canadian culture, citing the context, type of information sought and sources used.  Participants were encouraged to consider information and resource requirements that they had sought from any source (e.g. books, newspapers, Web sites, experts / professionals, etc.).

Following the discussion of cultural information requirements, participants were tasked with organizing the information into logical groupings or categories that could be included on a Web site designed to provide Canadian cultural information, resources and collections.  This was a further extension of the efforts to validate both the site’s content and information architecture.  Section 4.0 provides detailed findings related to participants’ approaches to content organization.

Note to reader:  The recruiting criteria ensured that all participants had actively sought Canadian culture-related information in the past six months.  
3.1
Accessing Cultural Information 

In most cases, participants started their search online.  When searching for information on Canada’s culture on the Internet, participants tended to start their search by entering a specific term into a popular search engine (e.g. Google or Yahoo).  Some went directly to specific sites such as CBC, Radio-Canada, Toile du Quebec, Bonjour Quebec and Tourism Quebec History Television or even local city sites such as Ottawa.ca or Toronto.ca or festival sites such as Festival de Jazz.  Following this, they began the process of linking to the sites in the search results, starting with the top-ranked sites.  

Participants also noted the importance of non-Internet sources, including the following :

· Books from the library;

· Personal Contacts;

· Local tourist offices;

· Museums; and 

· Newspapers.

Participants cited that their channel of choice for this type of information is the Internet.  They noted that beginning a search through the Internet was the quickest way to locate information, given that it often referred them to other sources to get specific information.  Links on Web sites were cited as very important because they directed participants to the correct information.   

Participants also noted that it was often difficult to find the information in one location and that it was sometimes difficult to locate very specific information (e.g. information on a specific painting).  However, the more general the information, the easier it was to locate the information.  
Three themes emerged from this discussion that could be considered for guiding principles when revising the Culture.ca site:

· The site should link to other relevant sites related to Canadian culture.

· Getting the right information quickly.  With search engines, participants noted that it was difficult and frustrating to identify the most appropriate information as these engines often returned a large number of results.  Most described the process of drilling down to information that answered their specific question as time-consuming.  Participants wanted quick access to relevant information.

· Credible and current information is critical.  Participants cited that credible and current information is critical.  Several participants noted that government sites tended to be more credible than other sites.

3.2
Specific Cultural Information Needs 

Given the scope of cultural information requirements cited by participants, we created broader subject categories that reflect the range of information needs to aid analysis and interpretation in this report (e.g. Festivals and Events, History of Canada, Canada’s Multiculturalism and Diversity, etc.).  In addition, while participants were asked to describe both their actual and anticipated information requirements, findings have been aggregated to provide the reader with an overall picture of the general public’s key cultural information requirements.  The broad subject categories have been presented in order of frequency of mention.

	Broad Subject Category
	Specific Information Requirements
	Current Sources of Information

	Festivals and Events
	· Information including venues, locations, times, tickets (including online purchases) and recommendations for specific festivals and events (including sporting events).

· Examples of festivals and events include; Shaw Festival, Toronto and Vancouver Film Festivals, One of a Kind Show, Caribana, Taste of Danforth, etc.

· Information requirements ranged from local events to provincial and national. 
	· Festival and event Web sites (e.g. www.caribana.com)

· City event / entertainment listings (e.g. www.toronto.ca) 

· Brochures

· Newspapers

	Travel and Tourism
	· General tourist / travel information for regions / areas across Canada (e.g. Niagara Wine Region)

· Accommodation information for regions / areas across Canada (e.g. B&B’s, Inns, Hotels, Resorts,

· For specific locations:  tourist attractions, local events / festivities, guided tours, historic sites, monuments and plaques and local cuisine.

· National and Provincial Park information:  location, facilities and activities.
	· City / region Web sites (www.toronto.ca)

· Tourist / Tourism Bureau Web sites

· Brochures from tourist offices

	History of Canada
	· Information related to the historical evolution of Canada (e.g. from early inhabitants and settlers to current day)

· Aboriginal and English and French histories and evolution 

· Timelines and key historical events

· History of cities / provinces

· History of place names (e.g. Canada, Toronto)

· History and evolution of Canada’s ghost towns
	· Web site search engines for specific events

· Historical Web sites 

· Television (e.g. History Channel, and TV Ontario)

· Books

	Famous Canadians / 

Historical Figures
	· Biographical and background information about historical figures (e.g. Canada’s Prime Ministers, Louis Riel, Laura Secord, etc.)

· Biographical and background information about contemporary figures
	· Web site search engines for specific events

· Historical Web sites 

· Television (e.g. History Channel, and TV Ontario)

· Books

	Canada’s Aboriginal Peoples
	· Information related to general history of Canada’s Aboriginal peoples

· Current issues facing Canada’ Aboriginal peoples

· Current demographics and dispersion across Canada

· History, legends, stories, symbols, and languages including syllabics.

· Aboriginal Art – general information, background, meanings, availability and distributors

· Contact information for Aboriginal groups and leaders across the country.

· Government programs and support
	· Government of Canada Web sites (e.g. Indian and Northern Affairs Canada)

· Web site search engines for specific searches (e.g. Aboriginal stories, legends, syllabics, etc.) 

	Canada’s Multiculturalism and Diversity
	· General information related to the range of ethnic groups living in Canada, ethnic compositions and Canada’s history of multiculturalism.

· Current demographic information for Canada and for specific cities related to specific ethnic groups (e.g. population, languages spoken, income averages, and ethnic composition in regions of cities)

· Information related to the range of religions across Canada, histories, demographic information related to dispersion of religions across the country and in specific cities.
	· Web site search engines for specific searches

	Art Facilities / Venues
	· Information about venues and facilities (e.g. art galleries, arts centres, etc.) including upcoming events and shows

· Information to put on / host an exhibit or show
	· Web site searches

· Contact specific venues

	Visual Art and Artists 
	· Famous Canadian visual artists (e.g. Group of Seven)

· Famous Canadian paintings

· Aboriginal Art
	· Web site searches

· 

	Music
	· Current and historical information on musicians, groups and bands

· Current concert listings

· Canadian music fan club listings

· Club listings

· Downloadable music
	· Web site searches

· City entertainment listings (e.g. canada.com)

	Sporting and Outdoor Activities 
	· General information about various sports played in Canada (e.g. hockey, and basketball)

· Information detailing where various sport activities can be played across the country, locations, maps, etc.
	· Web site searches

· Venues / Sports Centres

	Sporting History
	· Information related to the history and timelines of various Canadian sporting organizations (e.g. Blue Jays, Expos, Montreal Canadians, Toronto Maple Leafs, etc.)

· General history of the origin and evolution of sports in Canada (e.g. hockey and basketball)
	· Web site searches

	Literature
	· Biographical information of famous Canadian authors and poets
	· Web site searches

· Books

	Media
	· CBC

· Ethnic media (e.g. newspapers, radio stations)
	· Specific Web sites (e.g www.cbc.ca) 

· Specific media outlets (e.g. radio stations and newspapers)

	Performing Arts
	· Information on Opera, and Recital Societies

· Theatre productions
	· Web site searches

· Contact specific venues

	Financial Assistance
	· General information including the availability and means to access funding for various cultural activities (e.g. grants for filmmakers, musicians, and non-profit organizations)

· Statistics and information highlighting the availability of funding for able vs. disabled athletes

· Information outlining Canada’s commitment to social programs (e.g. subsidized housing), including ways to access funding and support.
	· Government of Canada Web site searches

	Family Histories and Genealogy
	· Research and historical information on specific family histories and origins (Aboriginal and non-Aboriginal)

· Genealogical research across Canada
	· Genealogical societies

· Web site searches

· Archives

	Canada’s Political System
	· Information on Canada’s parliamentary system and how it works

· History of Canada’s parliamentary system

· History of Canadian politics (e.g. parties, leaders, and major events)
	· Government of Canada Web site

	Canada’s Justice System
	· History of the Canadian justice system – what is based on, how it has evolved.

· Current laws and practices
	· Web site searches

· Word of mouth

	Community / Cultural / Ethnic Groups 
	· Contact information for a range of community (e.g. Big Brothers/Sisters, cultural (e.g. drama groups) and ethnic (e.g. Italian cultural groups) organizations
	· Local telephone directories

· Web site searches

	Canada’s Social Customs
	· Celebrated Holidays and commemorations (e.g. Christmas, Halloween, etc)

· Traditions by province

· Typical wedding ceremonies in Canada
	· Web site searches

· Word of mouth

	Nature and Wildlife
	· General information on animals native to Canada (e.g. beaver, moose, etc.)

· Bird Migration patterns and bird watching opportunities

· Distribution of types of fish (e.g. salmon, tuna etc.) across Canada
	· Web site searches

	Current Events
	· Information on current events related to or impacting Canada’s culture (e.g. American take-over of Canadian companies)
	· News-oriented Web sites

· Newspapers


Participants’ needs and expectations were quite consistent across the locations and in both languages, reflecting a wide scope of cultural topics.  The one exception was in Western Canada, where Aboriginal participants tended to focus more narrowly on Aboriginal-specific information, rather than the broader scope of cultural information cited by participants in the other locations. 

The information and resource requirements cited by general public participants closely reflected the current content featured on Culture.ca, providing further validation to the site’s content scope.  For example, the top four most consistently mentioned types of information (i.e. Festivals and Events, Travel and Tourism, History of Canada and Famous Canadians and Historical Figures) were, for the most part, addressed on the Home page or second-level pages.  Similarly, most of the remaining topics are also addressed on the site.  Again, while the category labels we have applied to the type of content may not be identical to labels found on the Home page, the stated information needs and the type of information featured on the site were quite similar.  

Some topic categories were clearly not addressed at either the Home page or second-page levels.  As noted, information related to Canada’s multiculturalism and diversity and Canada’s Aboriginal Peoples was not clearly visible at the first or second-levels of the site.  In addition, information that is currently included on Culture.ca in relation to these topics does not address the depth of information requirements cited by participants.  Information related to Canadian historical figures was available on the site, yet gaps appeared to exist for information related to contemporary Canadian icons.  While mentioned less consistently, the following topics also represent information gaps on Culture.ca:

· Contact information for community, cultural and ethnic groups;

· Information related to Canada’s social customs (e.g holidays, and ceremonies);

· Access to ethnic media (e.g. ethnic radio, newspapers and television programming); and

· Financial assistance (e.g. grants and subsidies). 

One important observation from this exercise is the extent to which the site’s information architecture will influence users’ perceptions of the availability of key information.  While we have created our own categories to aid interpretation of participants’ information requirements, it is clear that a specific topic may relate to multiple subjects, especially in the minds of different users.  For example, for some users biographical information about a Canadian Prime Minister may relate to a “historical” subject category, but others may relate it to a “famous Canadians” subject category.  A Web site that attempts to facilitate access to an expansive scope of cultural topics should ensure that the site’s information architecture facilitates access to information through intuitive category labels, a sound approach to content organization and extensive cross-linking.  

Topic expectations, information gaps and participants’ ability to quickly access specific information on Culture.ca have implications for the site’s information architecture and design elements. The following chapters of the report address in greater detail participants’ suggestions for approaches to content organization, suggestions for features and functionality and their reactions to the current design of Culture.ca.

4.0
Developing the Ideal Cultural Web Site

A critical output of the focus group discussions was the development of various approaches to content organization.  This was intended to validate the existing approach to content organization from a user perspective and, where possible, suggest areas where content could be augmented.  Validating the approach to content organization using a ground-up user-based technique was critical at this point in Culture.ca’s lifecycle.  A site that develops its approach to content organization (and content itself) based on user needs and expectations is well positioned to add value and encourage repeat use over time.  In addition, the focus groups were used to brainstorm on possible interactive features and functionality that could be added to the site, to compliment the existing content and to encourage uptake and repeat use over time.  

Following the discussion of their cultural information requirements, focus group participants were segregated into two smaller break-out groups and were tasked with developing an approach to content organization for “a Web site intended to provide access to Canadian cultural information, resources and collections”.  Participants were given a detailed briefing on the expectations and outcomes of this exercise.  The key objective of this exercise was to have the break-out groups develop an approach to content organization on the site by sorting the information requirements that they had just discussed into logical “groupings” or “categories”. 

A collection of index cards that included the information requirements discussed earlier (prepared by 2 volunteers in each focus group) were distributed to each group.  Each group was tasked with organizing the content and then prioritizing the content for inclusion on the site and future development (high, medium or low).

The break-out session lasted approximately 20 minutes, after which the groups re-convened to discuss their approaches to content organization. 

Following the break-out sessions, the re-convened group brainstormed on exciting and engaging features and functionality that could be incorporated into a Canadian cultural Web site.  Once participants had provided their own suggestions for features to incorporate into the site, they provided feedback on specific features proposed by the Culture.ca site development team.

4.1
Approaches to Content Organization
Participants’ recommended approaches to content organization were quite similar across all locations.  The findings from this exercise clearly validate the relevance of most of the existing content categories on Culture.ca, while providing guidance for topic categories that could be considered for inclusion in future iterations of the site.  While the labels that participants applied to their category groups varied across the locations, the suggested content remained similar.  Correspondingly, while the proposed labels may not have been a verbatim reflection of the existing labels on the site, content themes were closely aligned.  The one exception was the Home page category ‘Media and Publishing’, which did not feature prominently in participants’ information needs or suggested key categories. For analysis purposes, we selected category labels that reflected the most common / intuitive suggestions across all of the groups.

The most consistent categories that emerged across most locations and groups included: 

· Festivals and Events;

· Travel and Tourism;

· Canadian History; and 

· Canadian Arts and Artists (this encompassed all forms of art and media).

Following this, a number of other categories emerged across some groups and locations, which included:

· Sports and Recreation;

· Geography and Land;

· Government;

· Natural Resources, Wildlife and Nature;

· Current Events; and

· Social Issues and Financial Assistance.

Finally, the following categories were suggested less consistently, in only a few of the groups or in one particular location:

· Multiculturalism;

· Education;

· Community and Cultural Groups;

· Economy;

· Aboriginal Peoples;

· People;

· Demographics;

· Social Life and Customs; and 

· Armed Forces.

The table below presents the content categories that were developed by participants during the break-out sessions, as well as examples of the typical content that was suggested for each category.  We created category labels that reflected the most common / intuitive suggestions across all of the groups.  The content examples that are listed reflect information suggested by participants (during the discussion of information needs).  The main categories have been presented in order of frequency of mention across all groups and locations.  In addition to the suggested categories and content, we discuss key consistencies and potential discrepancies between the suggested categories and the content categories currently featured on Culture.ca.

Synopsis of Recommended Content Categories

	Content Category
	Examples of Recommended Content
	Additional Notes

	Festivals and Events 
	· Information outlining all cultural festivals and events across Canada.

· Information for specific events and festivals detailing times, ticket information, venues, etc.
	· The expectations for this category closely reflected the current site’s ‘Festivals & Events’ section on the Home page.

	Travel and Tourism
	· Information on travel regions / destinations across Canada

· Accommodations (B&B’s, Resorts, Hotels, etc.)

· Cuisine

· Tourist Attractions and Historic Sites

· Information on National and Provincial Parks
	· While the content theme is similar to information currently offered on Culture.ca, participants overwhelmingly suggested including a main category for Travel and Tourism.

· Currently these types of topics are featured at the second-level in the ‘Places & Land’ section.  Consideration could be given to including this as a main category on the Culture.ca Home page.

	Canadian History
	· Famous Canadians / Historical Figures (including Prime Ministers of Canada)

· Early Canadian History

· History of English and French Canadians

· First Nations / Aboriginal History

· Genealogy & Family Origins

· Canadian Social Customs

· History of Sports

· Cultural / Ethnic Groups in Canada

· Canadian Parliament (historical and current information)

· Significant Events / Timeline
	· While this category reflected some ‘history’ topics similar to those included in the current ‘History and Heritage’ section of Culture.ca, some areas differed.

· Most notably, a number of groups categorized biographical and genealogical information within the ‘History’ category.  However, on the current site, this type of information is categorized in the ‘People & Diversity’ section. 

	Canadian Arts and Artists 
	· Biographical information on artists (visual and performing)

· Information on types of art (e.g. painting, film, dance, literature, music, theatre, etc.)

· Specific information on event  / festival listings

· Music downloads

· Fan groups

· Club listings

· Cultural relevance of specific art (e.g. Aboriginal music lyrics)

· Funding grants

· Galleries
	· Most of the suggested content for this section reflected content in the current ‘Arts & Expression” category.

· One exception was the way in which films and other media (e.g. radio, television, etc.) were categorized.  Participants tended to categorize this type of information within the ‘Arts’ category.  However, it is currently categorized on Culture.ca under ‘Media & Publishing’.

·  A few groups suggested including information related to grants and funding for this arts within this section. Other groups suggested including this type of information within a separate “Financial Assistance” category.

	Sports and Recreation
	· Outdoor Activities – information on engaging in activities across Canada (listing by sport e.g. hockey, fishing, skiing, snowmobiling, etc.)

· National and Provincial Parks listings

· Olympics (2010) in Vancouver
	· The suggested categorization of topics generally reflected the Culture.ca’s current categorization, especially as organized by ‘Outdoor Recreation’, ‘Winter Sports’, etc. 

· Some groups categorized information on National and Provincial parks in this section.  

	Geography and Land
	· Canadian Wildlife

· Farming and Agriculture

· General Geography

· Tourism information

· Maps
	· The suggested topics for this section closely reflected current topics in the ‘Places & Land’ section (e.g. Maps and Geography,)

· Some groups created a separate category for wildlife, while others included this topic within the ‘Geography and Land’ section. 

	Government
	· Canadian Justice System & Laws

· Social Support / Systems (e.g. Social Housing)

· Grants (filmmakers, musicians, and non-profit organizations)

· Health Care System

· Government Jobs

· Student exchange programs / educational programs
	· Topics addressing both Canada’s justice and political  / government system are currently addressed in the ‘People and Diversity’ section.  

· There was an additional expectation for information related to financial support offered by the government for the cultural sector (e.g. grants for artists) as well as Canada’s commitment to social issues (e.g. subsidized housing).

	Natural Resources, Wildlife and Nature
	· Parks and Conservation Authorities

· Bird Migration Patterns

· Canada’s Climate

· Environmental Issues

· General information on animals and their habitat
	· While some groups incorporated this type of information within the ‘Geography and Land’ category, a few groups separated out information dealing specifically with Canada’s natural environment and wildlife.

· Additional information that could be considered for inclusion on Culture.ca could include information related to Canada’s environment and related environmental issues and elements related to Canada’s climate.

	Current Events
	· Cultural news and current events

· Current sports coverage

· Loss of Canadian Heritage (e.g. American takeovers of Canadian companies)
	· A few groups suggested incorporating a category that highlighted current cultural events.  

· This reflects content similar to which is currently included in the ‘Cultural News’ section on the Home page, as well as in the Culture.ca Newsletter.

	Social Issues 
	· Canada’s response to global issues

· Canada’s commitment to social issues (e.g subsidized housing)
	· No additional comments

	Multiculturalism
	· Demographic information related to ethnic groups in Canada and in specific cities (e.g. population statistics, income, languages spoken, religions, etc.)

· Funding diversity

· Background information on the different ethnic groups living in Canada
	· A few groups suggested creating a specific category that highlighted Canada’s multicultural elements.  While some of this information is included in the current ‘People and Diversity’ category, consideration could be given to enhancing the prominence of this type of information on the Home page, especially given the widespread association of ‘multiculturalism’ with the concept of “Canadian Culture”. 

	Community and Cultural Groups
	· Contact information for community leaders, including community groups, ethnic and cultural organizations
	· A few groups suggested incorporating a category that included specific contact information for community and cultural organizations, to facilitate communication and contact.

	Aboriginal Peoples
	· General information about First Nations people (on and off-reserve)

· History and current-day information

· Funding and grants

· Links to Indian and Northern Affairs
	· While most groups included information related to Aboriginal Peoples under the category related to Canada’s History, a few groups in Vancouver created a separate category to deal explicitly with current and historical information related to Canada’s Aboriginals.

	People
	· First Nations culture and history

· Family history and origins

· Aboriginal Art

· Cultural and ethnic groups in Canada

· Languages and religions in Canada

· Community and cultural groups

· General Canadian history
	· While most groups categorized this type of information within other categories (e.g. Canada’s History, Multiculturalism, and Art) one group in Vancouver felt that it was appropriate to have a distinct category labelled “People”. 

· Some of the topics included in this category (e.g. Languages and community groups) closely reflected the current topics featured in the “People & Diversity” section on Culture.ca.

	Demographics
	· Demographics for ethnic groups

· Overview of specific regions / cities by statistics (e.g. population, ethnic groups, religion, income, etc.0

· General discussions of diversity of different ethnic groups in Canada.
	· A few groups indicated that it would be beneficial to include statistics and other demographic information related to elements of Canada’s culture (e.g. relevant ethnic statistics, demographic profile information and background etc.).  

· Interestingly, while not part of the research objectives, when asked, participants expected the ‘Research and Statistics’ button on the Home page to contain this type of information.  While this section contains a link to www.culturescope.ca, participants noted that it would be more beneficial to link directly to the statistics and other demographic information section of Culturescope.ca rather than a link to Culture Scope.

	Education
	· Early childhood education – availability of programs and general information

· Funding / grants for Aboriginal education
	· Only two groups created a separate ‘Education’ category.  

	Economy
	· Listings of Canadian products

· Federally owned buildings / businesses

· Links to Government of Canada jobs
	· Only 2 groups created a separate category for specific economic and business information.  

	Social Life and Customs
	· Holidays and festivities celebrated in Canada (e.g. Halloween, Thanksgiving, Remembrance Day, Canada Day, Christmas, etc.)
	· One group felt that it was important to provide an overview of Canada’s customary celebrations. 

	Armed Forces
	· General information about Canada’s armed forces

· Information about Canada’s involvement in conflicts and peacekeeping efforts around the world.
	· Only one group suggested including this type of information on a Web site designed to provide access to cultural information. 


While we have noted both consistencies and discrepancies between suggested content categories and the current categories featured on Culture.ca, we also observed the following issues during this exercise, which should be considered when developing future iterations of the site:

· The existing main categories on the Culture.ca Home page were, to a large extent, validated through this exercise.  However, on balance, participants from most of the focus group sessions tended to suggest more main topic categories than the seven (including Festivals and Events) that are currently featured on the Home page.  What is important to consider for future development is maintaining a Home page that strikes a balance between an intuitive and encompassing top-level navigation structure (i.e. the main content categories) and brevity, so as to not overwhelm the user.  Consideration could perhaps be given to ensuring that, where information gaps exist, required information be featured intuitively at the second-level of the site, rather than adding greatly to the number of top-level content categories. 

· Given the extensive breadth of content featured on the site and the depth of topics within each category, it would be wise to consider cross-linking content, wherever relevant.  The content organization exercise clearly demonstrated that some users thought of a specific topic in one way, while others viewed it in another light.  For example, some users might classify a topic that addressed an historical element of the sport of hockey under the ‘Sports’ category, while other might classify that topic under the ‘History’ category.   To ensure that the user experience is ultimately successful and enjoyable, the site should make use of extensive cross-linking where relevant (please see Section 5.0 for a more detailed discussion of this issue as it emerged as a potential usability issue during the information retrieval exercises).

· Most groups created an approach to organizing content that focused on subject-based categories.  However, two Francophone groups also incorporated a category that would enable users to look at information based on their location (e.g. province) and narrow down relevant cultural information (e.g. historical information, arts, tourist-related information, etc.) based on location.  This suggestion did not emerge from the research conducted with English participants, yet may provide value to users if information was cross-linked in such a way to facilitate this navigation option.

4.2
Features and Functionality

Those responsible for managing Culture.ca were keen to explore interactive features and functionality that could be added to the site that would encourage Canadians to interact with Canadian culture, actively contribute to and create culture while enhancing repeat use of the site.  As such, focus group participants were encouraged to think of engaging features and functions that they had experienced on other Web sites or to create their own ideas for features that could be incorporated into Culture.ca.  

While most suggestions focused on features that would enable users to interact with culture, a few emerged that would encourage users to actually contribute to and create culture.  One participant in Vancouver noted that to encourage the creation of culture, Canadians must know where to get access to funding opportunities.  This participant stated, “There’s a lot of government funding out there for film and stuff like that.  Let people know that it exists”.  This suggests that a Web site like Culture.ca could play a critical role in facilitating access to cultural funding opportunities.   The tables below outline suggestions for engaging features and functionality that emerged across the groups and locations. 

Features to Encourage Users to Create Culture:

	Feature Name:
	Feature Description:

	Interactive Art
	· An interactive feature that would enable users to manipulate famous Canadian paintings by re-shaping and stretching them into their own creations.  The manipulated paintings would be posted on Culture.ca for users to view.

	Interactive Culture
	· An interactive feature that would allow users to contribute to the creation / development of musical pieces.  Songs / Compositions in progress would be featured on the site and users could provide digitalized vocal or instrumental contributions.  It would be a work in progress, constantly updated, improved and changed.

	Calls for Submissions
	· Culture.ca could feature calls for submissions for local (or national) artwork and other media.  One suggestion included a call for submission for manhole cover art.  Art could be submitted digitally and pieces selected and actually featured on manholes throughout the city.


Features to Encourage Users to Engage with Culture:

	Feature Name:
	Feature Description:

	Interactive Video Clips and Tours
	· Video clips would be available on Culture.ca highlighting a range of cultural elements, including tourist attractions, personal culture perspectives, historical stories, etc.

· Suggestions to enable 360o  visual tours of historical sites, attractions and locations.

· Similar to the current ‘My Perspectives’ feature, one suggestion emerged from the group in Montreal to include a video clip that showcased people talking about their own culture in their native accents or language (English or French).

	Online Art Purchasing
	· Display pictures of local art and offer the option to purchase the art online (e.g. paintings and sculptures)

	Contact Information
	· Incorporate detailed contact information highlighting artists and locations for specific art exhibits across Canada.  

	Youth Section
	· Include an exciting, interactive and visually appealing section for youth (age nine to twelve).  This section would include interactive games, contest, summer camp ideas, and exchange programs. 

· Some suggested including a chat or forum feature within the Youth Section, but many cautioned against the potential for abuse.

	Online Art and Media Commentaries
	· This feature would enable users to provide commentary on recent cultural events that they have attended, including plays, movies, opera, etc.

	Promotions and Contests
	· Culture.ca could offer the chance to win tickets to various cultural performances (e.g art exhibits, concerts, plays, etc.) across the country to encourage attendance at cultural events and visits to the site.

	Forums / Message Boards
	· A forum / message board feature would enable users to communicate with each other on a range of cultural issues or topics.  

· This was also viewed as an opportunity to connect members of specific ethnic groups across the country and to connect newcomers to other Canadians. 

	Interactive Quizzes and Trivia 
	· This feature would engage users by testing their cultural knowledge.

· Trivia would also provide an engaging way to learn about unique facets of Canadian culture, while encouraging repeat use of the site.

	Featured Artist of the Week
	· This feature would showcase a specific artist (e.g. visual artists, performing artists, etc.) each week.

· This would expose artists to Canadians and Canadians to a broad range of cultural contributors.

	Interactive Maps
	· This feature would enable users to click on a location on a map of Canada.  An interactive feature would provide visual tours of a location, its history and historical sites and other tourist attractions.  The functionality would incorporate 360o  visual tours, interviews and images..

	Town Representative
	· Canadians across the country could volunteer to be a “town” representative who would act as an ambassador and information source for villages, towns and cities across the country.

· Town representatives would be listed on Culture.ca and could be contacted for information about their town. 

	Canadian Myths and Symbols
	· An interactive feature could provide a visual and /or audio descriptions of Canadian myths or stereotypes as well as language origins.

	Surveys and Polls
	· Culture.ca could feature ongoing surveys or polls on various cultural topics.  Users could view current results and access past results.  


Once focus group participants had provided their own suggestions for features and functionality that could be incorporated into Culture.ca, they were asked to provide feedback on a range of features that were currently being considered for inclusion on the site.  Participants reacted most positively to the ‘Calendar of Events’ feature and the ‘Youth Zone’ feature, in addition to noting that there was value for particular audience groups for including a Speakers Bureau.  Overall reaction was only moderate to the concept of a Forum. 

Feedback on Features Proposed by Culture.ca

	Feature Name:
	Feedback:

	Calendar of Events:  A national Calendar of Events providing all the festivals and events details from coast to coast.  Information will be available at the national, provincial and local level.  Functionality may also be included to allow online ticket purchases.
	· Response to this feature was overwhelmingly positive across all groups and locations.

· Only a few participants in each location noted scepticism about purchasing tickets to events online – most felt this was efficient and valuable.  

· Those who were sceptical about purchasing tickets online suggested that there should be other channels available for ticket purchases (e.g. in-person, telephone, etc.)

· Most indicated that it would lend credibility to the site if the ticket purchases were facilitated through a well-known ticket operator (e.g. TicketMaster), although some noted frustrations with having to pay Agency fees.

· Some suggestions emerged to include ratings for all events (e.g. family friendly, Adults only, etc.) and a few suggested that functionality should be included to enable users to give feedback on an event.

· Others noted that for this feature to be effective, it is critical that the information is current.  

	Youth Zone: A section for the Youth aged from 9 to 12.  This section will have content, links and issues that are of interest to them.
	· Response to this feature was also quite positive, especially among parents and teachers.  

· Most noted that for it to truly engage youth, the section would have to be exciting and interesting, incorporating flash, colour, interactive features and visual effects.

· Some noted concern with incorporating features that would enable youth to participate in a forum environment.  Parents in particular indicated that they were very cautious about letting their children engage in Internet discussions, as they were fearful of potential abuse.  

· Teachers saw an application for facilitating pen pals between regions of Canada, while parents saw an opportunity to allow youth to comment on different aspects of Canadian culture, particularly vacation destinations (this would not be a live “chat” function, but rather an area to post stories).  

· Parents and teachers noted that the content should be short and punchy, to attract kids’ attention, rather than bore them.  One parent also noted that interactive games facilitate learning, more so than video or audio clips, as games actually engage the user.

· Parents and teachers also saw an opportunity to incorporate visual tours of key historic sites and tourist attractions.  For example, one parent suggested that there could be a 360o  visual tour of the Parliament buildings.  

· One participant did suggest that there could be different profiles included in this section (e.g. for Aboriginal youth, disabled youth, etc.) that would address specific information relevant to these audience profiles.

	Forum: A place for open discussion on various cultural topics
	· With the exception of participants in Toronto, most participants reacted with ambivalence to this feature.  Some felt that it was useful, but most indicated that they would not actually use this feature.  

· Groups in Vancouver strongly vocalized concerns with the potential for abuse with this type of feature.  They noted that it could be an opportunity for Canadians to dump on the country and government and were concerned about the impression this might give potential visitors to Canada.  

· Other groups noted the tendency in other forums to steer off-topic and for threads to quickly degrade into petty arguments.  

· While most indicated that a forum like this should be monitored, a few voiced strong concerns related to freedom of speech.  Those who felt that comments should not be monitored indicated that they would be frustrated if they expressed an opinion, only to find that their opinion had been removed.  Others indicated that they would be uncomfortable knowing that a Government of Canada representative was always monitoring their comments.

	Speakers Bureau: The Speakers’ Bureau provides members of the public with a single point of access via the Internet to speakers on various areas of expertise from the cultural sector, including speakers from the Department of Canadian Heritage and Portfolio Agencies and other organizations.  General public could reserve a speaker for a specific cultural event.)
	· This feature was viewed as a useful tool for specific audiences, rather than just the general public.  Participants felt that it would be useful for teachers, professionals, community groups, etc, with specific planning needs.

· Some concern was expressed in relation to the availability of speakers.  Participants indicated that if speakers are listed on the site, they should be available for a range of speaking dates.

· Teachers reacted particularly favourably to this feature and indicated that it would be beneficial to have references included in the listing of speakers.  


5.0
Detailed Review of Culture.ca

This section of the report highlights user feedback on the current version of Culture.ca.  Focus group participants were exposed to Culture.ca through a moderator-led review of the Home page and specific sections of the site.  Interview participants were exposed to the site first through search exercises designed to assess navigation and then through a moderator-led review.  Both the focus groups and interviews obtained feedback on the site’s Home page.  Given the scope of sections that were required for review, some sections of Culture.ca were reviewed during the focus groups and some were reviewed during the interviews.  Specifically, the ‘My Perspectives, ‘Showcase’ and ‘Featured Site’ sections were reviewed in the focus groups.  These sections were rotated across the groups and locations, ensuring that each section was reviewed in at least two focus group discussions.  The interviews focused on reviewing the six main content categories (i.e. ‘Arts & Expression’, ‘History & Heritage’, ‘Media & Publishing’, ‘People & Diversity’, ‘Places & Land’ and ‘Sports & Leisure’) and the search engine.  The main content categories were rotated across the interviews, ensuring that each section was reviewed in at least two interviews.

The overall objectives of the site review were to assess overall reactions to the design and look and feel of Culture.ca, to assess the relevance of the content included in the site’s main sections and second-level pages, to explore the efficacy of the overall navigation and usability of the site and to solicit feedback for improvements.

5.1
Initial Expectations

Prior to being exposed to the site, interview participants were asked to describe their initial expectations for a Web site designed to “provide Canadians with easy access to a range of cultural information, resources and collections”.  Specifically, participants discussed their expectations related to the site’s content, interactive features and functionality and its sponsor.  

With some minor exceptions, content expectations were generally aligned with the site’s current content and reflected the content themes currently featured on the Home page.  Participants indicated that they expected to find the following topics on a cultural Web site:

· Festivals and Events;

· Films;

· Music;

· History;

· Media (e.g. ethnic and domestic radio programming);

· Art and Performing Art (all mediums);

· Biographies of artists and other famous Canadians; and

· Multiculturalism.

In addition to the topics mentioned above, participants from Western Canada were particularly sensitive to the need to include information on Canada’s Aboriginal peoples and culture.  Both Aboriginals and non-Aboriginals cited that this was important information to include on a Canadian cultural Web site.  Expectations ranged from historical information to current issues as well as access to documentaries, photos and other multi-media resources.

These expectations again signal that the current content featured on Culture.ca is well-aligned with users’ expectations.  However, consideration could be given to increasing the prominence of information related to Canada’s multicultural elements and information related to Canada’s Aboriginal Peoples on the Home page, given participants’ strong associations between these topics and the overall definitions of “Canadian Culture” and their expectations for this type of information on a Canadian cultural Web site.

Expectations for interactive features included the ability to purchase tickets online for shows, concerts and festivals, and the ability to provide comments on plays, films, and concerts.  In addition, some participants indicated that it would be exciting to include visual tours (e.g. 3600 tours) as well as compelling images, films and documentaries on the site.

Most participants expected that the Government of Canada would sponsor such a site, indicating that the Government would lend credibility to the site’s content.  A few participants indicated that they felt that other partners should also be involved, to ensure that the information included on the site was balanced and did not only represent the views of the Government of Canada.  Most participants expected information to be provided from a range of public and private sector sources, including universities and cultural organizations and groups.  As such, it was understood that the site involved a collaborative approach. 

5.2
Sponsorship and Positioning 

Some confusion emerged from across the locations related to the ‘sponsor’ of the Culture.ca site.  While most participants indicated that it was relatively obvious that the Government of Canada was the site’s primary sponsor (due in large part to the presence of the Canada wordmark at the top right-hand corner of the site), there was less clarity related to the role of other organizations in the sponsorship of the site.  Unaided, many participants failed to notice the sponsors highlighted on the left of the Home page.  When the moderator explained that the site was intended as a collaborative approach sponsored by the Government of Canada and developed with partners in the private and public sectors, a number of participants indicated that this should be made clear on the Home page.   Participants suggested including the sponsorship and partner information in the top banner area of the Culture.ca site:  “…why not put underneath Canada and partners and then have the partner section close to it?”  A number of participants observed that the main sponsorship of the Government of Canada made the site appear very credible and trustworthy.

Culture.ca appears to successfully appeal to its core target audience groups, Canadians from 25 to 49 years old and provides relevant information that this audience requires.   Most participants noted that Culture.ca appeared to have been designed for adult Canadians looking for information on Canadian Culture.  It was noted that the site appeared to be definitively targeted at adults, rather than a younger audience.  Francophones particularly noticed this, indicating that the site appeared to lack interaction, pictures and colour that would suggest that the site was intended to appeal to youth audiences.

5.3
Reactions to the Home page 

The content featured on Culture.ca clearly reflected participants’ expectations, and indeed in some cases, exceeded expectations.  However, the overall look and feel of the site appeared to negatively influence overall impressions of the site.  This was particularly evidenced by reactions from focus group participants in Vancouver and Montréal, who were critical of the site’s colours, layout and overall feel.  While Toronto participants were somewhat less critical of the visual appearance of the site, they too suggested specific improvements to the site’s overall appearance.  The following sections provide detailed findings related to participants’ feedback on specific elements of the Home page.

5.3.1
Home page:  Look and Feel

The look and feel of the site drew some of the strongest criticism of the site across the locations and groups.  One of the key concerns centred around the predominantly grey and yellow colour scheme, which a number of users felt was “drab” and “unexciting”.  One participant indicated that, “…grey is too serious”.  Building on this, a number of participants noted that the Home page lacked any real dynamic appeal, which was counter-intuitive to their expectations for a cultural Web site.  Participants noted that a Web site designed to provide cultural information should be “happy and bright” and engage the users visually.  There were suggestions to incorporate more elements that required Flash, such as rotating dynamic images, a rolling Canadian flag or ongoing video components to increase the site’s appeal.  

A few participants noted that the Home page also looked “busy and cluttered”, while others observed that it did not encourage them to want to continue to explore the site.  However, this was not the majority opinion, as most indicated that the content featured in the left-menu bar appealed to them and encouraged further exploration.  Reactions to the content featured in the middle and right-hand side of the Home page were, for the most part, positive, yet some were less impressed.  While most users felt that this information was interesting and engaging, others felt that these sections received too much emphasis and felt their presence should be minimized in favour of providing more visual elements (i.e. graphics) or greater emphasis on the left-menu bar categories.  

A number of suggestions also emerged to incorporate images into the left-menu bar to represent the intended content within each category and to increase the overall visual appeal of the site.  In addition, some suggested that permanent roll-over descriptions (currently ALT-tags appear for a brief time when the mouse rolls over a lable) of the category content would help increase the overall understanding of each section.  

Suggestions emerged in each location (including the Francophone groups) to enhance the prominence of the “Canadian” element of Culture.ca.  Participants indicated that the overall look and feel should reflect more “Canadian” images, such as the Canadian flag, maple leaf emblems and more red and white colour schemes.  

A few participants commented on the overall font size, indicating that it appeared small and difficult to read.  These participants tended to be in the upper end of the key target audience age range (25-49) and indicated that they often experienced difficulty reading fonts on Web sites.

5.3.2
Home page:  Content

Participants felt that the main content categories reflected the range of information they expected to find on a Web site designed to facilitate access to Canadian cultural information, resources and collections.  The one exception was the ‘Media & Publishing’ category, which some Francophone participants felt was more appropriate for a business Web site, rather than a cultural Web site.

Some participants noted potential information gaps, including the lack of both direct access to multicultural information on the Home page or related images conveying that Canada is indeed a multicultural country.  One Aboriginal participant observed that the site failed to adequately portray that Canada’s culture is comprised of a multitude of cultures, including Aboriginal culture.  This participant suggested that Culture.ca should, “…Make a point to include more multi-cultural images to convey that it is”.  This was echoed by a number of participants from both the focus groups and interviews who noted the need to overtly promote this type of information on the Home page.

The ‘Research and Statistics’ label on the Home page caused some confusion among participants.  While the objectives of this particular study did not extend to testing this label specifically, some participants provided unprompted comments about their expectations for this section.  These participants indicated that they expected this section to provide specific links to demographic information and statistics on a range of cultural topics, including providing demographic profile data for ethnic groups living in Canada.  When prompted, participants indicated that this type of information would be highly valuable and something they would expect to find on a site like Culture.ca.   Currently, this link directs users to the ‘Culturescope’ Web site, which is a resource for professionals and policy planners working in the cultural sector.   Those members of the general public who reviewed this link felt that this link was misleading and suggested revising its label to indicate the link’s source.  In addition, participants suggested adding demographic data to the site that reflected their initial expectations.

Most participants felt that the ‘Showcase’ and ‘Featured Site’ sections provided value to the site, especially after more detailed exposure to their content.  Reaction to the ‘My Perspectives’ section was mixed across the groups and locations.  Participants from Vancouver and Montréal tended to see less value in this feature compared to their counterparts in Toronto.  There did however, appear to be agreement that this feature could be particularly valuable to new Canadians to acquaint them with elements of Canadian culture.

Note to reader:  Following sections in this report address content expectations for the Feature Areas (e.g. ‘My Perspective’, ‘Showcase’, etc.) and the main left-menu bar content areas (e.g. ‘Arts & Expression’, ‘History & Heritage’).

5.3.3
Home page:  Navigation

It was observed through both the information retrieval exercises conducted during the interviews and through lines of questioning in the focus groups that participants felt that the Home page generally facilitated navigation on the site.  Participants felt that, generally, the six main categories on the left menu bar intuitively reflected the key content that they would seek out on Culture.ca.  In addition, access to ‘Festivals and Events’ was clearly visible, as was the search engine.

Note to reader:  Issues did emerge at the second and third-level pages with respect to navigation.  These are addressed in specific detail in Section 5.7: Navigation.
5.3.4
Home page:  Branding Elements

The site’s title “Culture.ca” was considered intuitive and reflected the site’s content and intent.  Perhaps not as intuitive, the site’s logo appeared to cause some confusion.  Participants appeared split between whether or not they noticed and understood the play on the “.ca” image.  Participants either noticed that the logo implied “Culture.ca” or they did not and some thought that it was “.ua” instead.  Those who initially noticed it liked it, stating that it was fresh and dynamic.  Importantly though, most of those who did not initially understand the image also indicated that they liked it once they saw the image.  Only a few participants suggested changing the logo by including the “.ca” at the end as per the appearance of a conventional URL.  One participant suggested an opportunity to incorporate Flash into the logo by moving the vertical “.ca” over the image to the end of the URL when users load the site.  
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The purpose of Culture.ca appeared quite clear to participants, who understood that it was intended to provide comprehensive access to Canadian cultural information – “…if you can’t find it here, you won’t find it anywhere”.  As such, participants considered the term ‘Canada’s Cultural Gateway’ intuitive.  Most understood that the intent of a “Gateway” was to act as a doorway to information through a series of links and indicated that they felt that the site reflected this intent.  A few participants took the term ‘Gateway’ further within the cultural context, indicating that it gave them the impression that this site would be their “Gateway to other cultures”.  One participant observed, “…I feel like you are going to open a door to see different types of cultures in Canada”. 

The tagline “Explore, find and share the creativity and diversity of Canadian culture on-line” was considered important as it set the tone and crystallized the purpose of the site.  Participants generally felt that this tagline was appropriate and some noted that ‘share’ implied interactivity which they felt was appropriate and necessary.

5.3.4
Home page:  Additions to Further Engage Users

After reviewing the Home page, participants were prompted to suggest additional improvements or additions that would “move the site forward” and make it more engaging for users.  The most consistent suggestions were to enhance the visual appeal of the site by incorporating dynamic and interactive elements (e.g. Flash) that would catch users’ attention.  Interestingly, when participants in Toronto reviewed the full extent of the ‘Showcase’ features (which incorporates dynamic Flash elements) they resoundingly indicated that the Home page should incorporate the same dynamic feel.  Suggestions emerged to include continuous videos (which load automatically when the page opens) showcasing elements of Canadian Culture on the Home page and more dynamic graphics (e.g. a Canadian flag waving, famous Canadian art rotating, etc.).   In addition, a few participants from Montréal suggested including cultural news on the site that would change on a daily basis, validating the current inclusion of the ‘Current Events’ section at the bottom of the Home page.

5.4
Left-Menu Bar Content Areas

The six (6) sections featured on the left-menu bar were reviewed during the one-on-one interviews:  

· Arts & Expression

· History & Heritage

· Media & Publishing

· People & Diversity

· Places & Land

· Sports & Leisure

The sections were rotated across the interviews to ensure that each section was reviewed at least twice during the course of the research.  The review of each section involved a review of the opening page and one second-level page.  Participants provided feedback on their impressions of the look and feel, appropriateness of content and layout and organization of both the first-level page and one second-level page for each section.

Generally, most of the content in each of the six main categories met users’ expectations.  Participants did not voice any concern with the two term label approach (e.g. Arts & Expression, History & Heritage, etc.) and most felt that the labels themselves were descriptive and appropriate.  While some content categories appeared to be missing in some categories, this may have been a reflection of the way in which topics were categorized, rather than overt absence.  For example participants who reviewed the ‘Arts & Expression’ category felt that topics related to film and cinema were missing.  However, these topics are not missing from the site, as they are categorized under the ‘Media & Publishing’ section.  This suggests that on a site as extensive as Culture.ca, extensive cross-linking should be incorporated, to ensure that, where relevant, topics are represented in multiple categories.  This would greatly improve the site’s ease of use and ultimately, the success that users have with locating specific information on the site.  Indeed, when prompted specifically about cross-linking content where relevant, participants overwhelmingly responded in favour to this capability.   

Some concerns emerged with respect to navigation conventions that were used throughout the first-level and subsequent level pages within each section.   In short, participants did not always notice that the left-menu bar categories expanded further once they clicked on a particular category, nor did they always understand the relationship between the links in the centre of the page and the left-menu bar categories (especially as they branched out into further sub-categories).  Adding to the potential problems with navigation was the way in which the links themselves were categorized.  Currently, participants noted that the links are categorized by their title, rather than subject category.  For example, a user looking for information on the history of the Stanley Cup could, after navigating through several sub-category menus to get to the ‘Hockey’ category, look under ‘H’ for ‘History of the Stanley Cup’, but could also look under ‘S’ to find other links specifically titled ‘Stanley Cup’.  As such, finding all relevant information on a specific subject requires users to filter through the A-Z listings, rather than filter through a more intuitive subject linking that would classify all relevant links under the subject for a particular sub-category.   In addition, the current layout of each first-level page may prevent users from noticing the links at the bottom of the page, as only the ‘feature boxes’ are above the page cut-off .

The reader is encouraged to refer to Section 5.7: Navigation, where these and other specific findings related to navigation on the site are addressed in detail.
The look and feel of the first-level pages were generally considered adequate, yet a number of participants again indicated that brighter colours and more dynamic and compelling images (e.g. Flash) should be used to make the pages more appealing.  Most participants indicated that the first-level page did not adequately describe the scope of content within each section and users had to rely on looking at the left-menu bar content to determine the exact scope of the section.  Most suggested that it would be beneficial to include a better description of the scope of content within each section at the first-level page, yet felt that this was not necessary at the second-level and beyond.  

Most participants noted that it was unnecessary to include a message on the site informing users that they are about to leave the Culture.ca site upon selecting a specific link.  The current approach used on the site (smaller window opens up) clearly indicated that the user was linking from Culture.ca to another Web site (no longer within the Culture.ca domain).  Those few who did feel that it was necessary to include a message indicating that the user was leaving Culture.ca suggested that an interim window open that would include a brief message to users.  

The following bullets present user feedback related to the content for each of the six main sections on the Home page:

Arts & Expression:  

· Generally participants felt that the content featured in the first-level page met expectations.  The only suggestion that emerged for additions to this section included ‘Film and Cinema’ (which is currently included in the ‘Media & Publishing’ section).

· Only one suggestion emerged for revisions to any of the sub-categories:  One participant suggested that, under the ‘Artist’ sub-category, there should be an option that includes ‘Artist Names’ so that users can search through a list of specific names to find all relevant information and art pertaining to a particular artist.  

History & Heritage:

· The content featured in the first-level page clearly met expectations.  There were some additional expectations that there would be sections that would address ‘Famous Canadians / Historical Figures’ (which are currently included in the ‘People & Diversity’ section).  Again, this suggests that the site should incorporate cross-linking where relevant, to ensure that users can intuitively find content that may be relevant in more than one category.  

· The sub-category content that was reviewed (Transportation History and History-General) met expectations with no suggestions for improvement.

Media & Publishing:

· This was the one content category where some topics appeared out of place to some.  In particular, while participants felt that it was intuitive to include topics like ‘Books, Radio and Television’ within this section, there was an expectation that ‘Film’ topics would be included in the ‘Arts & Expression’ section.  This again suggests that the site should incorporate cross-linking where relevant, to ensure that users can intuitively find content that may be relevant in more than one category.  

People & Diversity:

· Content in this section generally met expectations, with the exception of any specific topics referencing Canada’s multicultural elements and ethnic make-up.  Participants noted that this was an important topic that was not clearly addressed on the site.  In addition, the term ‘Diversity’ suggested that this topic would be addressed in this section, but topics did not appear to overtly address Canada’s multiculturalism (including its Aboriginal peoples) or its diversity.

Places & Land: 

· Again, the content featured in this section clearly met expectations.  Some participants noted that they might have expected the ‘Travel’ section to be included as a main category on the Home page, rather than as a sub-section within ‘Places & Land’, given their information requirements and keen interest in this subject-matter.

· The inclusion of links to ‘Maps and Geography’ clearly impressed users.

· The sub-categories that were reviewed within the ‘Maps and Geography’ and ‘Travel’ sections met expectations.

Sports & Leisure

· Finally, the content included under the ‘Sports and Leisure’ section generally reflected expectations.  However, there was some overlap between some of the categories (i.e. Outdoor Recreation, Winter Sports, Team Sports), as users felt that topics could easily be in all three.  For example, ‘hockey’ could be considered outdoor recreation, a winter sport and a team sport.   As such, participants pointed out that this could cause confusion among users.  

5.5
Feature Areas

Three of the key features on the Culture.ca Home page were reviewed during the focus groups:  

· My Perspectives

· Showcase

· Featured Site

The sections were rotated across the focus groups to ensure that each section was reviewed at least twice during the course of the research.  Participants provided feedback on their overall impressions of the feature, their perceptions of the value that the feature brought to the site, the look and feel and suggestions for improvement.

5.5.1
My Perspectives

Francophone participants tended to react most positively to this feature, indicating that they considered it valuable to include on the site as it provided insight into other Canadians’ perception of their culture.  While participants from Toronto generally felt that the feature had merit and was important to include on the site (especially as a forum for discussing family histories and experiences), some questioned the likelihood of whether they themselves would take the time to either read through the entries or contribute their own perspective.  Participants from Vancouver were most critical of this feature, and many suggested that they would not take the time to read through or create their own entry.  Interestingly though, participants from all locations noted that they saw merit in including this feature for the benefit of new Canadians, to give them a chance to learn about Canadian culture from Canadians of all stripes.  A few participants in Vancouver noted that the term ‘My’ turned them off, suggesting that this section would just include verbose ramblings from random Canadians.  To combat this notion they suggested re-naming the section to ‘Perspectives’. Some Francophone participants did not notice the ‘What’s Your Perspective’ icon and, when prompted, indicated that they felt that it was a feature to provide commentary on art events.  They did not immediately understand that they could contribute their own perspective to the site.

The visual appearance of ‘My Perspectives’ on the Home page was met with criticism.  Participants in Vancouver indicated that the vertical layout of the two boxes made the section look like an advertisement rather than a valid navigation option. These participants suggested reducing the overall size of this section. 
Other participants across the locations noted that the yellow colour-scheme was unappealing and suggested changing the colour to blue, red or green.   
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The availability of the video clips showcasing Canadians discussing their personal cultural perspectives appealed to most participants.  A number of participants across the locations noted that this feature was engaging and would encourage them to further explore this section.  However, it was noted by many that this feature should include both text and video, as some users do not have the technical capabilities to view videos on their computers.  Participants did not feel that it was useful to include an audio option. Most indicated they would either watch a video or take the time to read the text, rather than just listen.
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5.5.2
Showcase

It was observed that most participants that reviewed this feature were unsure of its purpose upon first glance.  Once the moderator had described that this section was intended to provide detailed content related to specific themes (e.g. French Canadian Culture, Hip Hop Music in Canada), reactions were more positive.  Indeed, when specific Showcase features were demonstrated, reactions were quite positive, especially to the dynamic Flash elements.  Many spontaneously commented that the interactivity featured in this section should be replicated on the Home page to create a more compelling experience at the outset.  

Many participants indicated that they would explore the features in this section and felt that it appeared to be an engaging and interesting way to learn about topics.  Some expected that an archive be created for all of the Showcase themes, enabling users to sort by date or subject.  One Francophone participant indicated that it would also be useful to highlight the Showcase features by region (e.g. Themes relevant to Québec, Western Canada, etc.)
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Participants also provided some suggestions for additional topics to include in future Showcase features, including: 

· Cultural Holidays;

· Hurricanes and their effects (especially on ethnic groups living in Canada);

· Current Events;

· Best Achievements in the Arts;

· Famous Canadian Artists;

· Fashion;

· Theatre; and

· Ballet.

5.5.3
Feature Site

Similar to the findings related to the ‘Showcase’ feature, the purpose of the ‘Featured Site’ was not patently obvious to participants.  In addition, those who reviewed this section had difficulty expressing the difference between it and the ‘Showcase’ feature.  Again, once the moderator explained that this section was intended to highlight a particular link of interest, reactions were more positive.   Participants liked that each time the Home page was refreshed, a new ‘Feature Site’ would appear.  They indicated that this would encourage them to explore more sites and visit the site on a regular basis.

The images and descriptions were considered compelling and appropriate.  Participants liked that the featured sites are currently sorted by date and there did not appear to be any expectations for sorting capabilities beyond the current date capability.  

5.6
Search Feature

Participants clearly noticed the presence of the search feature on the site and many indicated that its placement at the top of the Home page and all other pages on the site was intuitive and appropriate.  Most expected the search feature to search within all of the documents linked on Culture.ca, only a few indicated that they thought its scope extended beyond Culture.ca.  When prompted to explain why they felt the scope of the search feature extended beyond Culture.ca, participants indicated that the term ‘Search thousands of select Canadian cultural resources’ suggested that the scope was beyond the links contained in the site.

A detailed review of the search feature during the course of the one-on-one interviews revealed several issues that may ultimately impede the utility of the search feature from the user perspective. The following bullets highlight the key issues:

· The presentation order of the search results was not considered intuitive.  Most participants were not sure of how the order of the search results was determined.  When prompted some indicated that the results appeared to be presented by the “last modified” date, which was not considered useful.  Others indicated that they had assumed that the results were ordered according to some internal ranking, but could not easily describe what that ranking might be (e.g. relevancy, alphabetical, etc.).  Participants clearly expected that the search results would be presented either by relevancy to the search terms input or alphabetically, however, most preferred a relevancy ranking. 

· Many of the search results that were returned did not appear to be relevant to the search terms input.  A number of participants experienced irrelevant search results.  In many cases, the first few search results appeared relevant to the search terms and the remaining search results appeared irrelevant.  Many participants were left wondering how the large number of results that were returned actually related to their query.  Again, participants clearly expected that the search results would be presented by relevancy to the search terms input and some expected an indication of the extent to which the result matched the query (e.g. 90% relevancy).

· While the brief descriptions included with the search results were considered quite useful, some felt they could be more detailed.   Some suggestions emerged to make the descriptions even more detailed to ensure that participants clearly understood the scope of each search result.  A few also suggested that the description should be a complete paragraph rather than cut off after a specific number of words.   While the inclusion of the URL and link title were considered useful, some participants also expected the search results to display the source of the information along with the published date of the information.

· There were clear expectations that the links presented in the search results would direct users to a specific Web site page that addressed the content, rather than to the site’s Splash Page or Home page.  Participants overwhelmingly agreed that they found it valuable to be linked directly to relevant content, rather than to simply a Home page where they would have to search for information on their own.  This was considered a waste of time and a number of participants indicated they would be frustrated if they had to continue their search once directed to a Home page. 
· Participants were in favour of including additional aids and tools within the search feature.  At the conclusion of the review of the search feature, participants were asked whether they thought the addition of specific features to the search function would be valuable. Participants reacted positively to all proposed features, indicating that they should be included in future iterations of the site.  These features included the following:

· Prioritizing content based on an internal ranking (e.g. Editor’s Picks);

· Highlighting search terms in both the results and subsequent linked pages;

· Including an automatic spell check; and

· Including alternative terms / synonyms for queries. 

The only concern with any of the above features was expressed when considering a feature that would highlight search terms in results and linked pages.  A few participants noted that it would only be valuable if the terms were intuitively highlighted.  For example, a search for “Art Gallery” should result in the term “Art Gallery” being highlighted, rather than just occurrences of the words “Art” and “Gallery” throughout the result and linked page.
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5.7
Navigation

The one-on-one interviews provided an opportunity to assess the extent to which the site’s information and navigation architecture facilitated intuitive access to information.  Prior to interacting with the site, interview participants were asked to complete two ‘information retrieval tasks’ on Culture.ca.   This provided an opportunity for the participant to review the site in a context similar to how they might use it for their own purposes.  The moderator recorded the steps that participants took to find the information and their experiences while doing so.  Following the completion of the tasks, the moderator reviewed the site and participants’ experiences to understand their impressions of the site’s overall navigation and usability.  

While the Home page appeared to facilitate navigation due to the intuitive and comprehensive options presented in the left-menu bar, several issues were experienced at the second-level pages and beyond which could potentially impact users’ experiences on the site, their ability to locate information by navigating and ultimately, their overall impression of the value of the site.  The following bullets highlight the key observations related to navigation on Culture.ca

· The majority of interview participants began searching for information by using the left-menu bar categories.  When unsuccessful, many resorted to using the quick search option.  Very few used the featured content on the page (e.g. the content featured in the middle of the Home page) unless they directly related to the information they were seeking.  Generally, the main categories presented on the Home page in the left-menu bar address the scope of information that participants would typically seek out on a cultural Web site.  The category labels appeared intuitive, yet only to some extent were they mutually exclusive. That is, participants had little difficulty understanding the type of information they would find in each main category yet there was some evidence to suggest potential overlap between some of the categories.  A number of participants suggested including mouse-overs (Alt-Tags) that would include a description of the section’s content.  While mouse-overs are currently included, they only remain visible for a short period of time.  Participants felt that it would be more useful if they remained visible until they moved the mouse elsewhere on the page.  In addition, some participants also suggested including images and graphics beside each category in the left-menu bar to improve the visual appeal of the site while aiding understanding of the scope of each section.

· Navigation issues surfaced as soon as participants linked into one of the six categories from the left-menu bar.  One key impediment to navigation on Culture.ca appeared to be the lack of extensive cross-linking throughout the site.  Given the vast scope of content included in Culture.ca, it was evident that the current information architecture did not intuitively reflect all participants’ expectations for how specific content would be organized.  For example, when tasked with searching for information on “Scotty Bowman”, some participants assumed that they might find this information within the “People and Diversity” section as they expected a sub-category for “Famous Canadians”.  Others assumed that they might find this information within various sub-categories (e.g. Outdoor Recreation, Winter Sports, Team Sports, etc.) in the “Sports” section.  Similarly, among those looking for information on the beaver, some went to “History and Heritage” expecting the information to be available under “Canadian Symbols”.  Others searched under Places and Land expecting the information to be located under Plants and Animals.  What was clearly evident was that different users interpret specific information in different ways.  Currently, there is no cross-linking on the site that would facilitate access to information based on multiple categorizations of specific information.  Incorporating this type of functionality into Culture.ca would greatly improve users’ ability to locate information through various navigation paths.  Indeed, when specifically asked whether cross-linking would add value to the site, participants overwhelmingly indicated that this would be a useful addition.

· Some concerns also emerged with respect to navigation conventions that were used throughout both the first-level and subsequent level pages within each main section.   The left-menu bar navigation convention was considered quite useful, yet participants did not always notice that the left-menu bar categories expanded further once they clicked on a particular category, nor did they always understand the relationship between the links in the centre of the page and the left-menu bar categories (especially as they branched out into further sub-categories).  It was observed on a number of occasions that this confused participants who expected a specific link to be visible at a higher level.  Most did not notice that they had to drill down further to be able to access specific information.  For example, a participant looking for information on ‘Hip Hop Music in Canada’ navigated through the ‘Arts & Expression’ category and selected ‘Music’.  At this point, the participant did not notice that the ‘Music’ sub-category had expanded further.  She instead attempted to find ‘Hip Hop’ within the A-Z Index presented for at the music sub-category level.  This experience was replicated by a number of participants searching for information on the site.  When prompted, many participants indicated that they expected specific information to be categorized at the higher level, in addition to the more detailed sub-category level.  In this case, the participant expected ‘Hip Hop Music’ to be categorized at the ‘Music’ level, in addition to the further ‘Rap’ sub-category.  Incorporating this convention into Culture.ca would improve navigation and users’ ability to location information.

· Adding to the potential navigation problems was the way in which the links themselves were categorized.  Currently, participants noted that the links are categorized by their title, rather than subject category.  For example, a user looking for information on the history of the Stanley Cup could, after navigating through several sub-category menus to get to the ‘Hockey’ category, look under ‘H’ for ‘History of the Stanley Cup’, but could also look under ‘S’ to find other links specifically titled ‘Stanley Cup’.  As such, finding all relevant information on a specific subject requires users to filter through the A-Z listings, rather than filter through a more intuitive subject linking that would classify all relevant links under the subject for a particular sub-category.   

· The A-Z index was considered useful, yet a number of participants suggested including it at the top of the links listing, in addition to its current placement at the bottom of the page. 
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· It was also observed that the current layout of each first-level page may prevent users from noticing the links at the bottom of the page, as only the ‘featured content’ are visible above the page cut-off.
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5.8
Reactions to Proposed Features

At the conclusion of each focus group, participants were asked to provide feedback on a number of elements that were being considered for inclusion on the site.  The following table highlights participants’ impressions of the overall value and utility in adding the features to the site.

	Feature Name:
	Feedback:

	Ask a Librarian:  An online service where a librarian helps the user to find specific cultural resources when not available on Culture.ca.
	· Francophones appeared the most receptive to this concept, noting that it was an excellent option to facilitate an information search.

· Anglophones saw value in the concept, but questioned the turn-around time.  Most indicated that they expected a result within one business day.  

· Those who were most sceptical of the service indicated that they wouldn’t wait for a librarian to respond to them, they would seek out the information through other sources and/or means.

	Send to a Friend:  A button that provide the ability to send to a friend or colleague an email containing a link to a specific Web page on Culture.ca
	· Many participants noted that this is often a standard feature on many Web sites, yet reactions were mixed as to the utility of the feature.  

· Those who were most sceptical of the feature’s utility noted that they would not use such a feature given that they did not want to give out friends’ email addresses over the Internet.

· A number did indicate that they would appreciate such a feature on the site, stating that it made it easier to send interesting or helpful information to friends and colleagues. 

	Polling:  A site resident ongoing opinion poll on various Cultural topics
	· Most participants felt that this was a good idea and many indicated that it would provide an interesting feature to return to.  

· Francophones indicated that they expected the poll to only address one question at a time, anything else would be overlooked as they noted that users of the web are constantly bombarded with polls and surveys on the web.  

· If this was a feature on the site, users expected that the answers will be made available. 

	Web Page Evaluation Scale: A permanent evaluation scale located on the footer of each Culture.ca Web page providing the ability to rate the content of any page on Culture.ca 
	· Most participants from across the locations felt that this feature could potentially become too much of a burden on users as they felt that having an evaluation on every page would be too much.   

· A number of participants questioned the value of this tool, feeling that results might be skewed as they anticipated that only very happy or very frustrated users would take the time to rate the content.

	Link Site Evaluation Scale: A permanent evaluation scale providing the ability to the visitor to rate the Web site he just visited from Culture.ca
	· Again, most users did not feel that this feature would be widely utilized, although some felt that it was potentially more valuable than the content evaluation scale.  These participants felt that it would provide an opportunity to “screen” content, ensuring that users the linked content from Culture.ca is useful, current and credible.

· It is important to note though that most indicated that they would probably not take the time to evaluate a link page.


6.0
Moving Forward

This section of the report presents our recommendations for moving forward with the Culture.ca Web site.  It is important to note that these recommendations are based on the research findings and may not take into account external and internal operating constraints faced by Canadian Heritage.

6.1
Role and Positioning

The research findings suggest that the current content focus of Culture.ca site is well aligned with participants’ definitions and associations with “Canadian Culture” and importantly, their expectations related to information that would be included in a Web site designed to provide access to Canadian cultural information, resources and collections.  In particular, topics related to Festivals and Events, Films, Music, History and Art strongly appealed to participants.   Many participants were clearly impressed with the current scope and depth of Culture.ca, indicating that it appeared to be a useful resource to address their cultural information needs and curiosities.  

Recommendation:  Culture.ca clearly addressed many of the key cultural information needs of the research participants who were selected to represent the Canadian general public, between the ages of 25 to 49.  The site’s appeal to this group validates the efforts to target this audience group.  As such, we recommend that those responsible for managing and developing Culture.ca continue to focus on this core audience group, developing content and functionality with their needs in mind.  In addition, members of this audience group saw potential for developing specific content for youth audiences.  However, it was clear that this content was considered most valuable for parents and teachers, who envisioned directing youth to the content and working with them.  Most felt that youth would not necessarily access the content on their own, but would have to be directed to it either by parents or teachers.  As such, while we recommend giving consideration to developing a section for youth, promotion would be best directed at adult audiences, rather than youth.

6.2
Moving Culture.ca Forward

As indicated above, Culture.ca is currently well positioned to appeal to its core target audience group.  While the content is generally well-directed, additions to Culture.ca’s content offering and specific design and navigation enhancements will ensure that the site is ultimately valued by users while providing an intuitive user experience.  

We have organized the recommendations by key element (e.g. Content, Navigation, etc.) for ease of comprehension and implementation.  The following tables outline specific observations from the research with recommendations to address the issue and a relative ranking of urgency in terms of the implementation.

Many of our recommended changes and enhancements are very tactical in nature.  As recommendations are implemented, especially those that have been deemed relevant for inclusion in future iterations of the site, it will be important to test their relevancy prior to launch.  This research study addressed a broad range of objectives and validated key elements such as the overall content structure, navigation and design. Consideration should be given to focusing future research initiatives on more specific objectives (e.g. usability of specific interactive features, content validation for third-level sub-categories, etc.). We recommend incorporating recommended revisions into a prototype version of the site and testing with user audiences prior to a full launch, to ensure that the revisions are aligned with user expectations.  

6.2.1
Design (Overall Look and Feel, Layout and Organization)

The following recommendations relate to design elements, including the overall look and feel and the layout and organization of the site.  The findings have been presented in order of urgency of implementation. 

	Urgency of Implementation
	Observation / Issue
	Recommendation

	· Immediate urgency:  Impacts initial impressions of Culture.ca. 
	· Participants clearly felt that the Home page and the first-level pages of the main sections were not visually appealing.  

· There were strong expectations that a Web site designed to provide access to cultural information, resources and collections be dynamic and visually engaging.

· The colour scheme (grey and yellow) on the Home page and in the first-level pages (and beyond) was considered “drab” and “boring, contributing to the Home page’s overall lack of appeal.


	· We recommend enhancing the visual appeal of both the Home page and first-level pages of the main sections of the site.

· Where possible, the Home page and first-level sections should incorporate dynamic elements (e.g. streaming video, Flash) to ensure that the pages are visually arresting and that convey the right image for a cultural Web site.

· Consideration should also be given to incorporating dynamic elements within the ‘Showcase’, ‘Feature Site’ and ‘My Perspectives’ sections on the Home page.  For example, while users reacted positively to the dynamic elements featured within the ‘Showcase’ section, there was an expectation that these types of dynamic elements would also be featured at the Home page level. 

· Consideration could be given to changing the dominant colour-scheme on the site (dark grey).  Participants suggested that blue, red or green was preferred over the dark grey.  

	· Immediate urgency:  Impacts initial impressions of Culture.ca.
	· The visual elements of the ‘My Perspectives’ section detracted from its appeal.  In particular, there was strong negative reaction to the yellow colour-scheme and to the overall appearance of this section.
	· Consideration should be given to changing the colour of this section from yellow to a more appealing colour such as red, blue or green. 

· In addition, the overall design of this section should be revised so that it does not look like an online advertisement.  Consideration could be given to decreasing the size of this feature.

	· Immediate urgency:  Impacts initial impressions of Culture.ca.
	· Confusion emerged in relation to the sponsor of Culture.ca.  While most felt it was obvious that the Government of Canada was the main sponsor, there was less clarity related to the role of other organizations in the sponsorship of the site.
	· Many participants suggested that all of the site’s sponsors and partners should be clearly represented on the Home page.  As such, consideration should be given to highlighting, near the top of the Home page, all of the site’s sponsors and partners. 

· Participants noted that the additional private and public sector sponsors added further credibility to the site.  As such, most felt that the site should explicitly communicate its core sponsors.

	· Immediate urgency:  Impacts usability of Culture.ca.
	· It was noted during the information retrieval exercises and the review of the site during the focus groups that the links on many of the first-level pages were not visible as they were below the page-break. 


	· Consideration could be given to revising the layout of the first-level pages (e.g. Arts & Expression, History & Heritage, etc.) to ensure that the links are visible, in addition to the feature elements on the page.

· We recommend reducing the size of the feature elements on each first-level page or placing the elements side by side, rather than one on top of the other, to provide greater visibility for the links.

	· Immediate urgency:  Impacts usability of Culture.ca.
	· It was also noted during the information retrieval exercises that participants felt that the description included in the first-level page for each main section (e.g. Arts & Expression, History & Heritage, etc.) did not adequately convey the content scope or depth.  As such, participants had to rely on the sub-topics in the left-menu bar to understand the scope of the section.
	· Consideration could be given to including more detailed descriptions in the first-level page for each main section.  The descriptions should convey the specific scope and depth of the section.

	· Future design iterations: Important, yet nice to have.
	· There was a general impression that Culture.ca could do more to highlight the “Canadian” aspect of the site.  This was thought to lend more credibility to the site and appeal to audiences as a unique Canadian information source.


	· Consideration could be given to including more overt Canadian images.  Suggestions included a dynamic “rolling Canadian flag” on the Home page, more maple leafs on the Home page and the use of a predominantly red and white colour scheme.

· Consideration could also be given to including more images on the site that speak to Canada’s multicultural composition, including different ethnic groups and its own Aboriginal population.

	· Future design iterations: Important, yet nice to have.
	· Culture.ca’s logo caused some confusion among participants, who were split between whether or not they noticed and understood the play on the “.ca” image.

· Most of those who did not initially understand the image, also indicated that they liked it once they saw the image.


	· To provide a more dynamic feel to the site, consideration could be given to incorporating one participant’s suggestion to add an interactive feel to the logo while ensuring that users understood that the title of the site was “Culture.ca”.

· On the opening of the Home page, the “.ca” in the logo would move from its vertical position to the end of Culture so users can see “Culture.ca”.  The “.ca” would then move back to its vertical position, as per the current logo.

	· Maintain: No critical enhancements required.
	· The current layout of the Home page was considered intuitive, especially the left-menu bar navigation structure and the placement of the feature items (Showcase, Feature Site, Current Events and My Perspectives)
	· Future iterations of the site should maintain the overall layout of the Home page.  The page should include the left-menu bar navigation convention, in addition to the ‘Showcase’, ‘Feature Site’, ‘Current Events’ and ‘My Perspectives’ sections.  Placement of these sections was considered appropriate and should be maintained for future design changes.

· Consideration should be given to minor enhancement to the look and feel of key feature sections (e.g. Showcase, My Perspectives, etc.)  See below for more detail.  


6.2.2
Content

The following recommendations relate to the content featured on Culture.ca.  The findings have been presented in order of urgency of implementation. 

	Urgency of Implementation
	Observation / Issue
	Recommendation

	· Immediate urgency:  Impacts initial impressions of Culture.ca.
	· The findings clearly indicated that most of the key content that participants would seek out is addressed on Culture.ca. However, the findings also suggested that content could be enhanced in two broad topic areas:  Canada’s multiculturalism and Canada’s Aboriginal Peoples.


	· Consideration could be given to enhancing content on the site related to Canada’s multiculturalism and Canada’s Aboriginal Peoples.

· Specifically, participants expected information on Canada’s Aboriginal peoples to be easily accessible.  This was not the case (as information was not accessible at the first-levels of either the History & Heritage or People & Diversity sections).  As such, consideration should be given to creating a category within both of these sections (and cross-linking where relevant) to include detailed content.  This could include historical information, documentaries, photos, languages, syllabics and multi-media resources.

· Similarly, participants expected information that clearly addressed Canada’s multicultural elements.  While it was expected that the People & Diversity section would address this, there was no clear category at the first-menu level to address this important topic.  As such, we recommend including a category at the first menu level within People & Diversity that specifically addresses elements related to Canada’s multicultural history and current composition. 

	· Immediate urgency:  Impacts initial impressions of Culture.ca.
	· While there was an expectation for access to information and contacts for various cultural and community groups, it was not patently clear where this information resided on the site.


	· Consideration could be given to revising the label “Community and Institutions” within the “People & Diversity” section to indicate that this section provides access to specific community groups.

· We recommend revising this label to “Community Groups and Institutions” to accurately convey its content.

	· Immediate urgency:  Impacts utility of Culture.ca.
	· For the most part, the content in the main sections of the site reflected expectations, with some exceptions.  

· The review of these sections revealed areas where additional content could be added, to enhance the overall value to users.


	· Consideration should be given to adding the following content to the main sections of the site:

· Arts & Expression:  Include film and cinema in this section rather than the Media & Publishing section.

· History & Heritage:  Include a section that highlights Famous Canadians and Historical Figures.

· People & Diversity:  See above – include more overt information that addresses Canada’s multicultural elements.

· Places & Land:  The Travel section could be removed and maintained as its own category on the Home page.

· Sports & Leisure:  Consideration should be given to revising the first-level categories to reduce the potential overlap.  In particular, the  ‘Outdoor Sports’, ‘Winter Sports’ and ‘Team Sports’ categories could potentially overlap content.  Consideration could be given to maintaining one category for ‘Team Sports’ and another for ‘Individual Sports’.  In addition, content could be added to address “Famous Canadian Sports Icons”.

While mentioned less consistently, the following topics also represent potential information that could be included on  Culture.ca:

· Information related to Canada’s social customs (e.g holidays, ceremonies)

· Access to ethnic media (e.g. ethnic radio, newspapers and television programming)

· Financial assistance (e.g. grants and subsidies)  

	· Immediate urgency:  Impacts utility of Culture.ca.
	· “Feature Site” was considered valuable, yet participants did not immediately understand the intent of this section.  
	· Consideration should be given to maintaining this feature.  However, a brief description outlining the purpose of the ‘Feature Site’ section could be included.

	· Immediate urgency:  Impacts utility of Culture.ca.
	· Similar to the ‘Feature Site’ section, participants did not immediately understand the intent of the ‘Showcase’ section.  

· When the intent was described, reactions were quite positive and many felt it was a valuable addition to the site.
	· Consideration should be given to maintaining this feature.  However, a brief description outlining the purpose of the ‘Showcase’ feature could be included.

Additional topics that were suggested for inclusion:

· Cultural Holidays

· Current Events

· Best Achievements in the Arts

· Famous Canadian Artists

· Fashion

· Theatre

· Ballet

	· Future design iterations: Important, yet this information is currently addressed within the ‘Places & Land’ section.
	· The Home page should strike a balance between an intuitive and encompassing top-level menu structure and brevity. 

· The findings from the research revealed that key content needs are addressed by the main sections included at the Home page level.  However, the one critical omission may be a category related to Travel & Tourism.


	· Consideration could be given to including an additional category at the Home page level addressing Travel & Tourism information.  This was considered one of the primary information needs among participants and throughout the research emerged as a category that participants felt should be included at the Home page level.  

· While this information is currently (and intuitively) addressed within the ‘Places & Land’ section, it may improve the perceived utility of the site if it were included as a separate category at the Home page level.

	· Future design iterations: Important, yet nice to have.
	· Participants felt that statistics, including Canadian demographic data, would be a valuable addition to the site. 


	· Consideration could be given to including relevant cultural statistics on the site.  This could include information from Statistics Canada related to Canada’s cultural make-up (e.g. ethnic origins, Mother Tongue, languages spoken, etc.) Other significant cultural statistics, such as cultural funding could also be incorporated.

· The current ‘Research and Statistics’ button erroneously suggests to participants that this information is included in the site.  The current link to “culturescope.ca” does not meet expectations.  Consideration could be given to including a separate link that clearly indicates “Culturescope” while maintaining the ‘Research and Statistics’ link for demographic and other statistical data.

	· Future design iterations: This will take an ongoing effort to incorporate more video submissions.
	· “My Perspectives” was considered to add some value to the site, yet enhancements would improve overall perceptions.


	· In addition to the aesthetic changes required for this section, we recommend pushing the inclusion of video content for this section.  

· Video content strongly appealed to participants and would improve overall perceptions of the value of this section.

· The text descriptions should be maintained in addition to video content.

· Consideration could also be given to renaming this section ‘Perspectives’ rather than ‘My Perspectives’ which to some suggested verbose dialogue related to cultural issues.

	· Future research considerations
	· This round of research was intended to validate the existing main content categories and provide feedback on the first-level categories.
	· While the findings certainly validated the existing main content categories, future research should focus on validating the specific topics and labels included at the second-levels and beyond for each of the main sections.  

· While we have recommended incorporating extensive cross-linking where relevant (see 6.2.3: Navigation), it would be beneficial if future research efforts focused on validating the content categories included at the deeper levels of the site, in an ongoing effort to ensure that the content and information architecture reflects user needs and expectations.


6.2.3
Navigation

The following recommendations relate to navigation issues experienced on Culture.ca.  The findings have been presented in order of urgency of implementation. 

	Urgency of Implementation
	Observation / Issue
	Recommendation

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· The breadth and depth of content featured on Culture.ca presented issues with respect to categorization.  

· Observations from the information retrieval tasks revealed that different users mentally categorize information in different ways.  For example, one user may think of information related to the famous hockey player “Scotty Bowman” in relation to Sports, while another user may think of it in terms of Biography or Famous Canadians.  
	· A web site that includes an extensive listing of links should attempt to cross-reference content wherever possible to ensure that, no matter what door a user attempts to look for information through, the content is available.

· We recommend considering incorporating extensive cross-linking throughout Culture.ca to accommodate the breadth and depth of topics and the many potential categorizations for specific topics.

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· While the main category labels (e.g. Arts & Expression, History & Heritage, etc.) on the Home page were considered intuitive, some suggestions emerged to include permanent Alt-Tags for each main category link.  

· These mouse-over tags would provide a very brief synopsis of the section’s content to aid users’ understanding of the scope of each section.
	· While Alt-tags are currently incorporated into the Home page, they only appear for a brief moment and then disappear.  

· We recommend that consideration be given to incorporating permanent Alt-Tags that remain visible once a user moused over a category label.  The Alt-tags would only disappear once until the user moved the mouse to another area on the Home page.

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· While the A-Z Index convention was considered intuitive, participants noted that it would be intuitive to include the A-Z Index at both the top and bottom of each page, especially for pages with a lengthy listing of links.
	· We recommend including the A-Z Index at both the top and bottom of pages where the links extend beyond the page-break.

	· Future design iterations:  While this will aid overall usability, this will require a major re-working of the site’s entire information architecture, including indexing and cross-linking.  
	· Currently, the site’s information architecture is based on an A-Z based index of links categorized within specific sub-topics throughout the site.

· The current architecture requires the user to flow through a subject-based topic to further subject-based sub-topics.  Once the user has reached the end of the sub-topic branch, they are able to select from an A-Z index, which has categorized links by their title.  

· While the research findings suggested that the topic / sub-topic navigation flow was intuitive, the indexing of links by their title was not.  Participants observed that this convention required the user to filter through an A-Z listing of links to locate a specific source.  There was an expectation that links would be presented in alphabetical order by subject, rather than by the title of the link.   
	· Consideration could be given to re-categorizing links by subject, rather than their title.  However, this would not be a small undertaking and consideration should be given to the resource requirements to complete such a re-categorization.  

· Users are currently able to locate information via the alphabetical listing convention, but usability would be enhanced if links were categorized by subject.  

	· Future design iterations:  While this will aid overall usability, this will require a major cataloguing of site content at the higher category levels.  
	· It was observed during the course of the research that participants did not always notice that the left-menu bar categories expanded further once they clicked on a particular category, nor did they always understand the relationship between the links in the centre of the page and the left-menu bar categories (especially as they branched out into further sub-categories). 

· On a number of occasions this confused participants, who expected a specific link to be visible at a higher level.  Most did not notice that they had to drill down further to be able to access specific information.  


	· Consideration could be given to categorizing information at higher sub-category levels.  

· For example,  a participant looking for information on ‘Hip Hop Music in Canada’ that navigates through the ‘Arts & Expression’ category and selects ‘Music’ could be able to access ‘Hip Hop’ music from this high-level sub-category in addition to accessing it from the more detailed ‘Rap’ sub-topic.  

· We recommend that the sub-categories remain, but that links be categorized at the highest sub-category, in addition to the more specific sub-category. Incorporating this convention into Culture.ca would improve navigation and users’ ability to location information.

	· Maintain: no action necessary.
	· Most participants clearly understood that they had left Culture.ca once they had selected a link.  Participants noted that the link opened in a new browser window and indicated that this was a common Internet convention.
	· Maintain the current convention when linking from Culture.ca to a provider site.  The new site should open in a separate window and there is no expectation for a message informing the user that they have left Culture.ca.  

· One important consideration is to ensure that the window opens visibly on the users’ browser, rather than opening in a minimized bar along the bottom tool bar.


6.2.4
Search Feature

The following recommendations relate to the site’s search feature.  The findings have been presented in order of urgency of implementation. 

	Urgency of Implementation
	Observation / Issue
	Recommendation

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· One of the key concerns with the efficacy of the site’s search feature was the relevancy of the results.  While the first few search results appeared relevant to the search query, users often questioned why the balance of results was deemed relevant.
	· The search engine used to drive the search feature should return relevant results to users.  Currently, the engine used to power the search feature does not appear to return results in an intuitive manner.  

· Consideration should be given to using a more intuitive search engine product to drive the site’s search feature.  

· In addition, users should be presented with a relevancy ranking, to understand the extent to which the result matches their query.  

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· Currently, users had difficulty interpreting the order of presentation for search results.  Some users guessed that results were presented in alphabetical order, some guessed by date or by subject, while others noted that they appeared to be presented in order of last modification.  
	· Consideration should be given to presenting search results according to relevancy.  

· As noted above, a relevancy ranking should be included to enable users to understand the extent to which the result matched their query.

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· While participants considered the inclusion of the descriptions of each search results to be helpful, some noted that the descriptions could be more detailed while others noted that they appeared to be cut-off after a pre-determined number of words.
	· Consideration should be given to incorporating more detailed descriptions for each search result.  In addition, consideration could be given to ensuring that the synopsis for each link is in paragraph format and is concluded, rather than cut-off after a specific number of words.

	· Immediate urgency:  Impacts usability and perceived value of Culture.ca.
	· Participants clearly expected that clicking on a link within the search engine would direct them to a specific page that addressed the content.
	· Ensure that all search results link directly to specific content, rather than to a Home page or Splash page of a link site.

	· Future design iterations:  While important, these features are considered nice to have.  
	· Participants reacted quite positively to the proposed features for the search engine. 
	· Consideration should be given to incorporating all of the proposed tools and aids into the search engine.  

· These include a priority ranking based on an internal ranking (e.g. Editor’s Picks), highlighting search terms and an automatic spell check and suggestions for alternative search terms / synonyms. 

· Expectations for the priority ranking would include the internal picks first, followed by the most relevant remaining results.

· Expectations for highlighting search terms focused on “intuitive highlighting” – that is that a search phrase would be highlighted together rather than the independent terms.  For example, a search for “Art Gallery’ would highlight occurrences of this term, rather than any occurrence of the words “Art” or “Gallery” on their own.


6.2.5
Features to Incorporate into Culture.ca

The following recommendations relate to interactive and engaging features that could be incorporated into future iterations of Culture.ca, to engage the user and to stimulate the user to create culture.   The findings have been presented in order of urgency of implementation. 

	Urgency of Implementation
	Observation / Issue
	Recommendation

	· Future design iterations:  While important, these features are considered nice to have.  
	· Participants reacted positively to some interactive features proposed by the Culture.ca team and with ambivalence to others.
	Consideration should be given to developing the following features that were under consideration by the Culture.ca team:

· Calendar of Events (with online purchase capabilities)

· Youth Zone – to truly engage youth, this section must be exciting and interesting incorporating flash, colour, interactive features and visual effects.

· Speakers Bureau – this was considered a useful tool by specific audiences (e.g. teachers, community group leaders).  When considering developing this tool, consider the implication for availability of speakers and references.

· Ask a Librarian – the value in this tool would be the turn-around time.  If resources are available to ensure that queries are able to be addressed within less than one business day it would be useful.  If not, this tool would not be widely used.

	· Future design iterations:  While important, these features are considered nice to have.  
	· Participants also suggested a number of interactive features that could encourage users to engage with culture while influencing repeat use of the site.  .
	Consideration should be given to developing the following features that were suggested by participants.  The features that we have recommended for development represent those which are most likely to encourage use and are most likely able to be incorporated into the site.

· Interactive Art: An interactive feature that would enable users to manipulate famous Canadian paintings by re-shaping and stretching them into their own creations.  The manipulated paintings would be posted on Culture.ca for users to view.

· Interactive Culture: An interactive feature that would allow users to contribute to the creation / development of musical pieces.  Songs / Compositions in progress would be featured on the site and users could provide digitalized vocal or instrumental contributions.  It would be a work in progress, constantly updated, improved and changed.

· Calls for Submissions:  Culture.ca could feature calls for submissions for local (or national) artwork and other media.  One suggestion included a call for submission for manhole cover art.  Art could be submitted digitally and pieces selected and actually featured on manholes throughout the city.

· Interactive Video Clips and Tours: Video clips would be available on Culture.ca highlighting a range of cultural elements, including tourist attractions, personal culture perspectives, historical stories, etc.  Suggestions also emerged to enable 360o  visual tours of historical sites, attractions and locations.

· Art and Media Commentaries: This feature would enable users to provide commentary on recent cultural events that they have attended, including plays, movies, opera, etc.

· Interactive Trivia and Quizzes: This feature would engage users by testing their cultural knowledge. Trivia would also provide an engaging way to learn about unique facets of Canadian culture, while encouraging repeat use of the site.

· Featured Artist of the Week:  This feature would showcase a specific artist (e.g. visual artists, performing artists, etc.) each week.  This would expose artists to Canadians and Canadians to a broad range of cultural contributors.

· Interactive Maps: This feature would enable users to click on a location on a map of Canada.  An interactive feature would provide visual tours of a location, its history and historical sites and other tourist attractions.  The functionality would incorporate 360o  visual tours, interviews and images.

· Canadian Myths and Symbols: An interactive feature could provide a visual and /or audio description of Canadian myths or stereotypes as well as language origins.

· Surveys and Polls: Culture.ca could feature ongoing surveys or polls on various cultural topics.  Users could view current results and access past results.  While we don’t recommend incorporating surveys of specific content or links on Culture.ca (given concerns over response bias), participants indicated that it would be useful to view opinions related to cultural issues.  


Appendix A: Recruiting Screener

Department of Canadian Heritage

Qualitative Research Related to the Usability and Functionality of culture.ca

Screener for Focus Groups and Interviews

All recruiter instructions appear in bold letters.  Do not read them to the respondent.

Record the following information for recruits:

contact name: 

address:

phone #:                             

fax #:

e-mail:  

scheduled session: 

focus group

interview

Introduction

Hi my name is _________________​​ and I’m calling from Phase 5, an independent marketing research company. 

Our firm has been engaged by the Government of Canada to conduct research related to a web site designed to provide Canadians with easy access to a range of Canadian cultural information, resources and collections.  The research will consist of (insert focus groups or interviews) that will be used to improve the site by ensuring that the content is valued by Canadians and that the site is easy to use and navigate.    

The (insert for focus groups: 2-hour group discussion; insert for interviews:  1-hour one-on-one interview) will be conducted in (insert city) on (insert date).   All information gathered during the session will be treated confidentially and participants will be paid an honorarium of (for focus groups: $70; for interviews: $50) for their time given to participating in the research session.

1. Would you be willing to participate? 

· Yes  
· No ( thank and terminate
I would now like to ask a few questions to ensure we obtain a representative mix of people.  This information will remain completely confidential.

2. In a typical week, what best describes how frequently you use the Internet (not including email)?  Read list and check one only.                  

· I don’t use the Internet ( thank and terminate
· Less than 3 hours (limited user) ( thank and terminate
· 3 to 10 hours (average user)

· More than 10 hours (advanced user)

WATCH QUOTAS

3. a) In the past 6 months, have you actively sought information related to Canadian culture?

· Yes  
· No ( thank and terminate
b) Please specify what you actively sought.  Record response.  Do not read list.  Use list to verify that response is applicable, if unsure please check with project manager.  Check all that apply.
Record response: ____________________________________________________

· Canadian arts 

(e.g.Canadian artists, performing arts, visual arts, Aboriginal art, art facilities & organizations, music literature etc.)
· Canadian history & heritage 

(e.g. general history: provinces & territories, history of cultural communities, heritage organizations and sites, Canadian studies, Canadian symbols etc.)
· Canadian media and publishing

(e.g. books/magazines/newspapers, film, radio, television & video dealing with Canadian culture etc.)
· People & diversity

(e.g. biography & genealogy, language, community & institutions, education system, schools, politics/government/citizenship etc.)

· Places & land

(e.g. general maps & geography, travel, national & provincial parks, natural history, heritage & historic sites, urban planning & architecture, plants & animals etc.)
· Sports & leisure

(e.g. general, games & amusements, outdoor recreation, winter sports, team sports, combat sports, aquatic sports, miscellaneous sports etc.)
· Festivals & events

(e.g. national events, calendar of events etc.)
· Government Programs related to Canadian culture

(e.g. information related to the Department of Canadian Heritage)
· Other ( specify _______________________________

WATCH QUOTAS

4. Into which of the following age categories do you fall… Read List.  Schedule according to age group.
· Under 24  ( thank and terminate 

· 25 to 35 

· 36 to 49

· Over 49 ( thank and terminate
WATCH QUOTAS

5. Do you have any children under the age of 18 who are currently living with you full or part time?

· Yes

· No 

WATCH QUOTAS

6. Please indicate the highest level of education you have received. Read List.
· Some high school ( thank and terminate
· High school diploma


· Some college/university (including current students)

· College diploma/university degree

· Some post-graduate

· Post-graduate degree      

WATCH QUOTAS

7. What is your major activity or occupation?  Do not read.
· Not currently working / looking for work, but not a full time student

· Full time student 

· Work inside the home / caregiver

· senior manager (president, vice-president, director ), partner or owner

· administrative support / clerical

· computer programmer, systems analyst / administrator, computer technician, Web specialist( thank & terminate
· economist or social scientist

· educator / teacher, professor

· engineer

· health and social services professional  (physician, nurse, social worker etc.)

· human resources professional

· journalist

· librarian 

· lawyer

· manager / project manager

· management consultant

· sales professional 

· Marketing ( thank and terminate
· policy analyst 

· scientist

· Artist / Cultural organizations ( thank & terminate
· other ( please specify ________________(verify with project manager)
WATCH QUOTAS

8. What was your approximate total household income in 2003 before taxes?

· Under $45,000

· $46,000 to $60,000

· $61,000 to $100,000

· Over $100,000

9. a) What is your citizenship status?  Are you a… Check one only.
· Canadian citizen 
· Landed immigrant of Canada
· Refugee ( thank and terminate
· Other resident of Canada ( thank and terminate
· Non-Canadian  ( thank and terminate
WATCH QUOTAS

ASK Q9b ONLY FOR FOCUS GROUP RECRUITING

b) How long have you been living in Canada?
· Less than 5 years 

· More than 5 years

10. We are interested in speaking to people of different backgrounds.  What is your ethnic origin? Do not read list.
· Canadian

· Aboriginal

· African (South Africa, Ethiopian, Somalian, etc.)

· Asian (Japanese, Chinese, Vietnamese, Korean, etc.)

· Caribbean (Barbados, Jamaica)

· European (British, German, Italian etc.)

· Pacific (Taiwan, Philippines, Indonesia, etc.)

· Latin/Central/South America (Mexico, Venezuelan, etc.)

· other ( Please specify ____________________________________

11. We are also interested in speaking to people with a mobility disability who can attend one of these research sessions.  Would you characterize yourself as someone with a mobility disability?

· Yes

· No 

12. Record gender of respondent.  Do not read.
· Male

· Female

13. Do you, or does any member of your household or immediate family work in... Read and check all that apply.







yes

no

A government department (Federal/Prov/Municipal)
(

(
A marketing research firm



(

(
A web products or services firm
or department

(

(
The area of information management or technology
(

(
A marketing department
or a marketing consultant
(

(
An advertising or public relations firm


(

(
The media





(

(
Artist / Cultural organizations 


   
(

(
IF YES TO ANY ABOVE, THANK AND TERMINATE.

14. Are you directly involved in managing or developing a website other than for personal interest?

· Yes  ( thank and terminate
· No 

15. Have you ever participated in a marketing research discussion group or in-person, in-depth interview for research purposes? Check one only.                  

· Yes

· No ( Go to Conclusion
16. When was the last time you attended such a discussion? Check one only.
· within the past 12 months ( thank and terminate
· more than 12 months ago

17. What was the topic of the discussion? (Note and verify eligibility with project manager after the recruitment interview is completed).   
________________________________________

Conclusion

Thank you for agreeing to participate.  I would like to schedule you for a (for focus groups: 2-hour group discussion; for interviews:  1-hour one-on-one interview) session on (insert Date) at (insert Time and Location). 

The discussions will take place in a facility that is equipped with audio/video taping.  As is normal practice in our industry, we will invite Government of Canada staff to observe the session.  Bear in mind, all of your comments will be treated in confidence.

Shortly before the date of the session, we will call to confirm all of the details again.  Thanks for agreeing to participate in this research. We look forward to meeting with you on (insert Date and Time of session).  Please be sure to arrive 10 minutes in advance of the session.  You will receive your monetary incentive upon completion of the session.  If you have any questions before the session, please call (insert contact Sandy Koppert (613) 241-7555 ext. 113).

Record information below and transfer to page 1 later.  Confirm spelling of all names. 

contact name: 

address:

phone #:                             

fax #:

e-mail:  

scheduled session:

focus group

interview

QUOTAS 

FOCUS GROUPS: Recruit 10 for 8 to show

INTERVIEWS: Recruit 5 for 4 to show

	Question
	Criteria
	Quota

	
	
	Focus Groups
	Interviews

	2) Frequency-Internet use
	· 3 to 10 hours (average)

· More than 10 hours (advanced)
	3-6

3-6
	2-3

2-3

	3a) Sought Information 
	·  Yes, sought related information
	ALL

	3b) Specify info sought
	· See list – response must relate to topics listed
	Max 2 per main category
	Max 2 per main category

	4) Age
	· 25 to 35 

· 36 to 49
	4-6

4-6
	2-3

2-3

	5) Have children
	· Yes

· No
	4-6

4-6
	2-3

2-3

	6) Education
	· High school diploma


· Some college/university (including current students)

· College diploma/university degree

· Some post-graduate

· Post-graduate degree      
	1-2

1-2

4-6

1-3

1-3
	Mix (no more than 3 per category)

	7) Occupation
	· See list
	Mix (no more than 2 per category)

	8) Household Income
	· Under $45,000

· $45,000 to $60,000

· $61,000 to $100,000

· Over $100,000
	Mix (no more than 4 per category)

	9a) Citizenship status
	· Canadian citizen 
· Landed immigrant of Canada
· Refugee 

· Other resident of Canada

· Non-Canadian  
	8-10

0 - 2

0

0

0
	3-5

0-2

0

0

0

	9b) Number of years in Canada
	· Less than 5 years
· More than 5 years
	1-2

8-9
	n/a

	10) Ethnicity
	· See list (except Aboriginal)

· Aboriginal 


	Mix (no more than 4 per category)

Vancouver: 1 per group; 

TO & Mtl recruit at least 1 for a group or interview

	11) Persons with Disability
	· Yes

· No
	Min. 1 for a group or interview

	12) Gender
	· Male

· Female
	4-6

4-6
	2-3

2-3

	13) Terminating criteria
	· See list
	Must say NO to all to be eligible

	15) Previous participation
	· Yes

· No
	0-6 for previous group participation

4-10 for previous group participation




Appendix B: Research Instruments

Qualitative Research to Evaluate Culture.ca

Focus Group Discussion Guide (2 hours)

MODERATOR NOTES APPEAR IN BOLD CAPS.  

NOTE TO MODERATOR:  Prior to entering focus group discussion, hostess will ask participants to fill in a brief questionnaire.  The questionnaire will ask participants to complete sentences describing their definition of “culture” and specifically, “Canadian culture”, the type of information they have sought in the past 6 months related to Canadian Culture and the sources they have turned to.  Participants will bring the questionnaire with them into the discussion.  The hostess will review the questionnaire with the moderator, prior to admitting participants into the group discussion, to ensure fit with recruiting criteria.  

HANDOUT A
	1.0     Introduction (5 Min.)


Hello, my name is _______________ .  I am with Phase 5, an independent market research company.  I would like to thank you for participating in this session.  

As you are aware from our communication with you, our firm has been engaged by the Government of Canada to conduct research related to a web site designed to provide Canadians with easy access to a range of Canadian cultural information, resources and collections.  Our firm will be conducting research with Canadians to ensure this site meets the needs and expectations of Canadians.  The research will be used to guide the site’s development, ensuring that the content is valued and that the site is easy to use and navigate.  
Before we begin there are a couple of things that I would like to point out about the session.

· I am not an employee of the Government of Canada and will probably not be able to answer all of your questions related to the site or plans for its development .  If you have specific questions or requests for information, I’d be happy to put you in touch with someone from the Government of Canada following the session.

· We would like to audiotape the session provided that there are no objections.  This is standard procedure for focus group discussions.

· Anything you say will be treated in confidence.  We will use the tape to help us write the report.  When we prepare our report no comment will be attributed to a specific individual.  And also, please note that anything you say is protected under the Privacy Act and the Access to Information Act. 

· If appropriate  ( As you may have guessed there are people behind the mirror.  They are representatives from the Government of Canada and are directly involved in developing and managing the site.  They are very interested in what you have to say.  

· We want this session to be open and frank.  We want to hear your honest views and suggestions.  If you have an idea do not hold back.  Whenever, possible you are also strongly encouraged to build on each others ideas.

I would like to begin the session by having everyone around the table introduce themselves.  Could you please state your name and tell the group a little bit about yourself.   

	2.0     Internet Use and Behaviour (5 Min.)


MODERATOR TO DIRECT ROUND-TABLE DISCUSSION….

1. What do you typically use the Internet for, for personal reasons?  What do you typically use the Internet for, for work-related reasons?  PROBE:  What are your favourite sites?  
	3.0    Defining ‘Canadian Culture’ (5 Min.)


While you were waiting to come into the focus group discussion, we asked you to fill out a brief questionnaire that asked how you would define ‘Canadian Culture’ and to provide specific examples of ‘Canadian Culture’.  We are going to discuss your definitions and associations with Canadian culture now, so you can refer to that questionnaire for this part of the discussion.  MODERATOR TO DIRECT ROUND-TABLE DISCUSSION….

2. How do you personally define “Canadian Culture”?  PROBE:  What specific things come to mind when you think of “Canadian Culture”?  

	4.0     Seeking Canadian Cultural Information (15 Min.)


I would like to turn our attention to searching for information related to Canadian culture.  When we spoke with you previously to confirm your participation in this discussion, you indicated that, over the past 6 months, you had actively searched for information related to Canadian culture.  This could have included looking for information related to Canadian arts, history and heritage, media and publishing, people and diversity, places and land, sports and leisure, festivals and events, government programs related to Canadian culture or other information with a cultural component.  NOTE TO MODERATOR:  Refer to Appendix A for a detailed list of information related to Canadian culture.  

The questionnaire that you filled out also asked you to describe the information that you had sought related to Canadian culture and the sources that you turned to.  We are going to discuss these information needs together, so you can refer to that questionnaire for this part of the discussion.

3. I would like to go around the table and ask each of you:

· What circumstances/situation led you to search for information related to Canadian culture in the past 6 months?  

· What specific information did you search for?  What kinds of questions did you seek answers for?  PROBE: Ensure participant provides a specific description.  

· Where did you look for the information?  PROBE:  Ensure specific sources are mentioned.  IF INTERNET MENTIONED, PROBE SITE AND HOW IT WAS ACCESSED (e.g. search engine, bookmark, word of mouth, etc.)  

· How would you describe your experience?  How easy or difficult was it to find the information?  PROBE:  Ensure develop an understanding of difficulties encountered. 

Please refer to the questionnaire that you filled out prior to this discussion.  However, you aren’t limited to that and if you can think of any other circumstances where you sought out Canadian cultural information, please mention it.  As you talk, I am going to record the information on flip chart paper.  

Note to moderator:  Note on flipchart: situations / circumstances when information was sought, nature of the information sought / topics and sources.  

At the same time, have two participants write the information sought on index cards for use in the group exercise.   

ONCE PARTICIPANTS HAVE SHARED THEIR OWN EXPERIENCES……MODERATOR TO CONTINUE WITH THE FOLLOWING:  

4. Can anyone think of any other situations that haven’t been mentioned here, that would lead people to seek out information related to Canadian culture?  PROBE:  What specific information would be sought?  What sources could address this information need.  MODERATOR TO ADD INFORMATION TO FLIP CHARTS, RECORD INFORMATION ON INDEX CARDS.
	5.0     Organizing the Content (25 Min.)


5. I would like us to begin to work with the information topics that we just discussed.  Let’s assume that we are responsible for developing a Web site that is intended to provide Canadians with easy access to a range of Canadian cultural information, resources and collections.  I want you to look at the information topics that we just discussed and group the information into logical categories that would be included on such a Web site.  What I would like you to do is to group similar content and develop “labels” for each category that you create.  It is possible that content could overlap categories, which is fine.  I am going to break you into two smaller groups to complete this task.  

THIS SECTION INVOLVES A BREAK-OUT GROUP EXERCISE (15 MIN.) WITH A BRIEF FOLLOW-UP DISCUSSION (10 MIN.).

THE MODERATOR WILL Break participants into two groups.  GROUPS WILL BE GiveN index cards with different topics on them (the topics PARTICIPANTS came up with in section 3.0 and pre-prepared topics REFLECTING CURRENT SITE CONTENT).  

PARTICIPANTS WILL BE DIRECTED TO SORT THE CONTENT, WHICH COULD BE INLCUDED ON A WEB SITE DEDICATED TO PROVIDING ACCESS TO CANADIAN CULTURAL INFORMATION.  participants WILL sort the cards into groups.  Following this, THEY WILL BE ASKED TO GIVE EACH CATEGORY A NAME.  PARTICIPANTS WILL RECORD CATEGORY NAMES AND EXAMPLES OF TOPICS INCLUDED IN EACH CATEGORY ON A HAND-OUT.  THEY WILL THEN BE ASKED TO RANK THE CATEGORIES AS high, medium or low importance TO INCLUDE / DEVELOP FOR THE WEB SITE.  

It will be made very clear to respondents that not all topics need to be included and that they can change or edit the wording of the pre-prepared topics.  PARTICIPANTS WILL ALSO BE ENCOURAGED TO INCLUDE TOPICS UNDER MORE THAN ONE CATEGORY, IF DEEMED RELEVANT.  EXTRA INDEX CARDS WILL BE AVAILABLE TO ACCOMMODATE THIS.  

HANDOUT B
Each group presents their ideas (ONE PARTICIPANT DESIGNATED SPOKESPERSON) reviewing the category names and describing the content that falls under each AND THE RELATIVE RANKING OF EACH.  THE MODERATOR WILL RECORD ON A FLIP CHART THE CATEGORIES AND RELATIVE RANKINGS.

THE MODERATOR WILL ALSO COLLECT EACH GROUP’S HAND-OUTS.

ONCE THE GROUPS HAVE PRESENTED THEIR CATEGORIES, THE MODERATOR WILL CONTINUE WITH THE FOLLOWING…….

6. Each group has ranked the content categories as “high”, “medium” or “low” importance.  Take a look at the categories that you came up with, and in particular, those that you marked as “high importance”.  MODERATOR WILL REFER TO FLIP CHARTS.  If you were responsible for developing a Web site designed to provide Canadians with easy access to a range of Canadian cultural information, resources and collections, what content categories should be a high priority for further development?  PROBE:  
· What specific topics would you focus on developing within these categories?  
· Are there any additional topics (other than the ones already included in these categories) that you would include and focus on developing?
	6.0     Laying the Groundwork for Functionality for a “Canadian Cultural Site” (15 Min.)


Now that we have talked about your information needs related to Canadian culture and relevant content, I would like to focus more specifically on developing the concept of a Web site with the purpose of providing Canadians with easy access to a range of Canadian cultural information, resources and collections.

7. Let’s think for a moment about using the Internet to find cultural information.  Specifically, I would like you to tell me what type of cultural information lends itself to being presented on the Internet.  What type of cultural information is not best presented on the Internet?

8. Earlier we discussed the sources that you turned to, to seek out cultural information.  Thinking specifically about the Internet sources that you accessed, can you think of examples of interesting or useful features or functionality that stood out to you?  By features or functionality, I mean interactive tools or capabilities (e.g. a virtual tour of an art exhibition, audio capabilities, etc.) that enhanced your experience on the site.  MODERATOR TO PROBE FOR SPECIFIC EXAMPLES AND SITES.

9. If we as a group were tasked with developing a Web site with the purpose of providing Canadians with easy access to a range of Canadian cultural information, resources and collections, what features or functionality would you include on this Web site?  Think about the advantages and disadvantages that we just discussed, as well as the examples of interesting features or functionality you have experienced on other Web sites.  MODERATOR TO PROMPT:  Try to think creatively, remember, we want to encourage access and use of information, resources and collections……MODERATOR WILL RECORD IDEAS ON FLIP CHART.  

10. I am going to ask you to provide feedback on your impression of functional content that could be considered for inclusion on a Canadian Cultural Site.  I would like to ask your impressions of the value of each and any suggestions for improvement.  MODERATOR TO PROVIDE A DESCRIPTION OF EACH FEATURE:  

· CALENDAR OF EVENTS:  A national Calendar of Events providing all the festivals and events details from coast to coast.  Information will be available at the national, provincial and local level.  Functionality may also be included to allow online ticket purchases.
· YOUTH ZONE:  A section for the Youth aged from 9 to 12.  This section will have content, links and issues that are of interest to them.
· FORUM/NEWS GROUP: A place for open discussion on various Cultural topics
· SPEAKERS BUREAU:  The Speakers’ Bureau provides members of the public with a single point of access via the Internet to speakers on various areas of expertise from the cultural sector, including speakers from the Department of Canadian Heritage and Portfolio Agencies and other organizations.  General public could reserve a speaker for a specific cultural event.)
· What is your overall impression of this feature?

· Is this something that would be of use to your personally?  

· Do you think it would add value to a cultural site?

· Do you have any suggestions that would make this content more appealing or useful?  

FOR THE FORUM/NEWS GROUP ONLY:  Do you feel that a forum on cultural topics should be moderated (i.e. screened for inappropriate commentary / language?  Why or why not?

	7.0     Engaging Users (15 Min.)


11. What we would like you to do now is to push the concept of a Web site that provides access to Canadian cultural information, resource and collections a little further.  We’ve talked about key content that should be included and interesting features and functionality.  Let’s assume though, that two of the objectives of this Web site are to encourage Canadians to: 

· interact with Canadian culture; and

· actively contribute to and actually create culture.  

I would like you to break-out into your groups again to come up with ideas for features that could be incorporated into the site, to enable users to both interact with and create Canadian culture.  Again, think as creatively as possible and don’t worry about issues such as whether your idea is “technically possible”.  What we want right now are your ideas on how to engage users as much as possible.

THE MODERATOR WILL BREAK PARTICIPANTS INTO THE SAME TWO GROUPS.  EACH GROUP WILL COME UP WITH IDEAS TO ENGAGE USERS.  ONCE THE TIME-LIMIT IS UP, THE DISCUSSION WILL RE-CONVENE AND EACH GROUP WILL PRESENT THEIR IDEAS.  THE MODERATOR WILL COLLECT EACH GROUP’S HAND-OUTS.

HANDOUT C

12. Based on what the groups have come up with, does anyone have any other additional suggestions for ways to engage users to actively use and interact with a cultural Web site?  

	8.0      Culture.ca Review (30 Min.)


For the remainder of the discussion, we are going to review a Web site that has been designed to provide information related to Canada’s culture.  

MODERATOR TO LOAD www.culture.ca (DISPLAYED VIA LCD PROJECTOR ON SCREEN).  MODERATOR WILL ONLY LOAD THE HOME PAGE AT THIS TIME, ALLOWING THE PARTICIPANTS REVIEW THE PAGE.

Home page Review:

13. What is your overall reaction to this page? 

14. Is this what you expected?  Why or why not?

15. Does anyone recognize this site / have visited this site in the past?  PROBE: Where do you recognize it from / what reasons prompted you to visit it?

16. Based on the content and overall design of this Home page, who do you think is the site’s sponsor?  What impressions or images do you get about the site’s sponsor?   

17. Do you get the impression that the site is sponsored by one primary organization or is it sponsored by a range of organizations?  MODERATOR TO PROBE:  

· Is it clear that the site is a collaborative approach, sponsored by the Government of Canada and developed with partners in the private and public sectorsr?  

· Are the key partnerships clear?  

· What would you suggest to improve the visibility of the partners?

18. Based on your initial impressions, what do you think is the site’s purpose?   MODERATOR TO PROBE: Does the Home page sufficiently clarify the scope of content and features available on the site”

19. How would you describe the site’s target audience?  Describe the type of a person that would use this site?  PROBE IF NECESSARY:  The site is currently intended to primarily target Canadians aged 25 to 49 (including parents and guardians).  Is this appropriate or do you feel that Culture.ca should target other groups?  Why?  What would you suggest to ensure that the site clearly targets its key audience groups?

20. What do you think is the site’s title?  Is the title ‘Culture.ca’ appropriate, given your impressions of this Home page?  Why or why not?    

21. What does the tagline “Canada’s Cultural Gateway” imply to you ?  Is this tagline appropriate, given your impressions of the Home page? 

22. What does the description “explore, find, share the creativity and diversity of Canadian culture on-line” imply to you?  Is this decription appropriate, given your impressions of the Home page?

23. Is the site logo appropriate, given your impression of the Home page?

24. Let’s take a look at the key content featured on the site. MODERATOR TO DIRECT ATTENTION TO LEFT-MENU CATEGORIES (ART & EXPRESSION, HISTORY & HERITAGE, ETC.)  Does the content meet your expectations? Why or why not?  

25. Is the overall approach to categorization and organization intuitive?  Why or why not?  What would you suggest to improve the overall organization?

26. What is your impression of the look and feel of the Home page?  MODERATOR TO PROBE: What are your impressions of the:

· Colours

· Graphics

· Overall Design

27. If you were to sum up your impressions, what do you particularly like about the Home page?  What do you particularly dislike about the Home page?

28. Do you have any additional suggestions to improve the Home page?  

Other Feature Reviews:

MODERATOR WILL REVIEW ONE OF THE THREE FEATURES: ‘PERSPECTIVES’, ‘FEATURED SITE’ AND ‘SHOWCASE’ FEATURES.  ROTATE ACROSS THE GROUPS.

	Location:
	My Perspectives
	Featured Site
	Showcase

	Vancouver
	Group 1
	Group 2
	

	Toronto
	Group 4
	
	Group 3

	Montreal
	
	Group 5
	Group 6


‘My Perspectives’.  MODERATOR TO DEMONSTRATE BY CLICKING ON ‘MORE’ BUTTON….
29. What is your impression of the purpose of this feature?

30. What is your overall reaction to this section?  Does it add value to the site?

31. Is this something of interest to you?  

32. What is your impression of the look and feel of this section?  MODERATOR TO PROBE: What are your impressions of the:

· Colours

· Graphics

· Overall Design

33. What is your impression of the length of text?  Is it too short, too long?  

34. MODERATOR TO LOAD:  VIDEO EXAMPLE.  What is your impression of this feature?  Is it useful to include this type of multimedia content?  Why or why not?

Use this Perspective: Sylvie : http://www.culture.ca/canada/perspective-pointdevue-e.jsp?data=200406/tfp01000062004e.html

35. MODERATOR TO DEMONSTRATE TEXT EXAMPLE:  What is your impression of this feature?  Is it useful to include this type of multimedia content?  Why or why not?  

Use this Perspective: Pierre Leduc: http://www.culture.ca/canada/perspective-pointdevue-e.jsp?data=200409/tcp01100092004e.html

36. Would you suggest anything to improve this section?

‘Featured Site’  MODERATOR TO DEMONSTRATE BOTH THE ‘FEATURED SITE’ BOX AND THE ‘OTHER FEATURED SITE’ LINKS.  USE EXAMPLE FROM HOME PAGE.

37. What is your impression of the purpose of this feature?

38. What is your overall reaction to this section?  

39. Is this something of interest to you?  Does it add value to the site?

40. What is your impression of the look and feel of this section?  MODERATOR TO PROBE: What are your impressions of the:

· Colours

· Graphics

· Overall Design

41. What is your impression of the descriptive text?  Does it encourage you to explore the ‘Featured Site’?

42. What is your impression of the ‘Other Featured Sites’ page?  MODERATOR TO PROBE:  Would it be beneficial to include a “sort” function, to enable users to sort by subject an/or date?

43. Would you suggest anything to improve this section?

‘Showcase’  MODERATOR TO DEMONSTRATE BOTH THE ‘SHOWCASE’ BOX AND THE ‘OTHER SHOWCASES’ PAGE.  USE A LA CARTE EXAMPLE FROM HOME PAGE.
44. What is your impression of the purpose of this feature?

45. What is your overall reaction to this section?  Does it add value to the site?

46. Is this something of interest to you?  

47. What is your impression of the look and feel of this section?  MODERATOR TO PROBE: What are your impressions of the:

· Colours

· Graphics

· Overall Design

48. How would you expect this section to be presented – as it currently is presented or in a new window to enlarge the presentation?  MODERATOR TO DEMONSTRATE.
49. MODERATOR TO DEMONSTRATE ‘OTHER SHOWCASES’ PAGE.  Do you have any suggestions for additional topics to include in this section?  Would it be beneficial to include a “sort” function, to enable users to sort by subject and/or date?

50. Would you suggest anything to improve this section?

Review Intended Functionality:

51. I am going to demonstrate some new functionality.  Some have already been included, while others are being considered for inclusion on culture.ca.  I would like to ask your impressions of the value of each and any suggestions for improvement.  MODERATOR TO DEMONSTRATE EACH FEATURE:  

· ASK A LIBRARIAN: An online service where librarian helps the user to find specific cultural resources when not available on Culture.ca.
· PRINTER FRIENDLY:  A button that provides the ability to print out simple versions of a Web page
· SEND TO A FRIEND: A button that provide the ability to send to a friend or colleague an email containing a link to a specific Web page on Culture.ca
· POLLING: A site resident ongoing opinion poll on various Cultural topics
· WEB PAGE EVALUATION SCALE:  A permanent evaluation scale located on the footer of each Culture.ca Web page providing the ability to rate the content of any page on Culture.ca 

· Link Site evaluation scale:  A permanent evaluation scale providing the ability to the visitor to rate the Web site he just visited from Culture.ca
· What is your overall impression of this feature?

· Is this something that would be of use to your personally?  

· Do you think it adds value to the site?

· Do you have any suggestions for improvement?

	9.0     Wrap-Up (5 Min.)


52. Based on the site review, do you feel that ‘culture.ca’ is useful to you personally?  Why or why not? 

53. Can you see yourself visiting this site for your own personal reasons?  Why or why not?  What specifically would you visit the site for?  Would you recommend this site to your friends?  For what purpose(s)?

54. Do you personally feel that maintaining and developing ‘culture.ca’ is a worthy expenditure of public funds?  Why or why not?

55. If you were to summarize, what are the top five things that should be added/revised or improved on the ‘culture.ca’ site.  MODERATOR WILL LEAVE PARTICIPANTS WITH A HAND-OUT TO RECORD THEIR SUGGESTIONS AND WILL LEAVE THE ROOM. 

HANDOUT D
MODERATOR:  I AM JUST GOING TO SEE IF THE CLIENTS HAVE ANY ADDITIONAL QUESTIONS.  

moderator returns, asks additional questions and then Thanks participants for their time.

Appendix A:  Cultural Information Categories and Examples

· Canadian arts :(e.g.Canadian artists, performing arts, visual arts, Aboriginal art, art facilities & organizations, music literature etc.)
· Canadian history & heritage:(e.g. general history: provinces & territories, history of cultural communities, heritage organizations and sites, Canadian studies, Canadian symbols etc.)
· Canadian media and publishing: (e.g. books/magazines/newspapers, film, radio, television & video dealing with Canadian culture etc.)
· People & diversity: (e.g. biography & genealogy, language, community & institutions, education system, schools, politics/government/citizenship etc.)
· Places & land: (e.g. general maps & geography, travel, national & provincial parks, natural history, heritage & historic sites, urban planning & architecture, plants & animals etc.)
· Sports & leisure: (e.g. general, games & amusements, outdoor recreation, winter sports, team sports, combat sports, aquatic sports, miscellaneous sports etc.)
· Festivals & events: (e.g. national events, calendar of events etc.)
· Government Programs related to Canadian culture: (e.g. information related to the Department of Canadian Heritage)
APPENDIX B:  GENERAL INFORMATION ON CULTURE.CA

1.1.1.1 Key messages

· Culture.ca is for anyone who wants to explore, find, and share in the best of Canada's cultural and creative life.

· Culture.ca is a collaborative Web site that has been designed to deliver quick and easy access to a wide array of quality Canadian cultural content, in both official languages.  Culture.ca provides access to 1 million Web resources and more than 10,000 quality Canadian Web sites

· Culture.ca harnesses the power of the Internet to bring Canada's rich and diverse culture and heritage into homes, schools and workplaces.

· No other Web sites, portals or search engines provide such a broad and expansive view of Canadian culture and diversity in both official languages.  

· Culture.ca, Canada’s Cultural Gateway, is an initiative of the Department of Canadian Heritage as part of the Canadian Culture Online Strategy

· Culture.ca is a public space developed in partnership with the private and public sectors.

· Culture.ca offers additional visibility to the on-line content produced by Canadian cultural organizations 

· Culture.ca is for all Canadians. The gateway’s initial target audience is Canadians in the 25-49 age group, which includes educators and parents of young children
HANDOUT A:
Think about your impressions and associations with the term “Canadian Culture” and complete the following sentence…..

“When I think of Canadian Culture, I think of…..”

What specific information related to Canadian culture have you looked for in the past 6 months?  What sources did you use to access this information (e.g. Internet, book, in-person, etc.)?  Please be as specific as possible.

HANDOUT B:  ORGANIZING CONTENT (GROUP EXERCISE)

AS A GROUP, SORT THE VARIOUS CONTENT TOPICS INTO LOGICAL GROUPINGS.  ONCE YOU HAVE SORTED THE CONTENT INTO GROUPS, COME UP WITH A LABEL THAT ACCURATELY DESCRIBES THE TYPE OF CONTENT IN EACH GROUP.  

RECORD THE CATEGORY LABELS THAT YOU CAME UP WITH ON THIS HANDOUT AND PROVIDE EXAMPLES OF TYPICAL CONTENT THAT WOULD BE INCLUDED IN EACH CATEGORY.    ONCE YOU HAVE COMPLETED THIS, PRIORITIZE THE CATEGORY IN TERMS OF “HIGH”, “MEDIUM” OR “LOW” IMPORTANCE TO YOU.

NOTE:  CONTENT TOPICS CAN BE INCLUDED IN MORE THAN ONE CATEGORY IF YOU FEEL IT IS RELEVANT.  WRITE DOWN THE TOPIC ON AN ADDITIONAL INDEX CARD AND INCLUDE IT MULTIPLE CATEGORIS WHERE YOU FEEL IT IS RELEVANT.  

	CATEGORY LABEL:
	EXAMPLES OF CONTENT TOPICS INCLUDED IN THIS CATEGORY:
	PRIORITY RANKING:

(High, Medium, Low)

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


HANDOUT C:  ENGAGING USERS (GROUP EXERCISE)

Push the concept of a Web site that provides access to Canadian cultural information, resource and collections a little further.  We’ve talked about key content that should be included and interesting features and functionality.  Let’s assume though, that two of the objectives of this Web site are to encourage Canadians to: 

· interact with Canadian culture; and

· actively contribute to and actually create culture.  

AS A GROUP, come up with ideas for features that could be incorporated into the site, to enable users to both interact with and create Canadian culture.  Again, think as creatively as possible and don’t worry about issues such as whether your idea is “technically possible”.  What we want right now are your ideas on how to engage users as much as possible.

	FEATURE NAME
	DESCRIPTION OF FEATURE (e.g its purpose, how it works, what users can do with it, how it engages users)

	
	

	
	

	
	

	
	

	
	

	
	


HANDOUT D:  IMPROVEMENTS TO CULTURE.CA

If you were to summarize, what are the top five things that should be added / revised or improved on the ‘culture.ca’ site.  

	iMPROVEMENT
	DESCRIPTION OF IMPROVEMENT

	
	

	
	

	
	

	
	

	
	


Qualitative Research to Evaluate Culture.ca

Usability Interview Guide (1 hour)

MODERATOR NOTES APPEAR IN BOLD CAPS.  

	1.0     Introduction (5 Min.)


Hello, my name is _______________ .  I am with Phase 5, an independent market research company.  I would like to thank you for participating in this interview.  

As you are aware from our communication with you, our firm has been engaged by the Government of Canada to conduct research related to a web site designed to provide Canadians with easy access to a range of Canadian cultural information, resources and collections.  Our firm will be conducting research with Canadians to ensure this site meets the needs and expectations of Canadians.  The research will be used to guide the site’s development, ensuring that the content is valued and that the site is easy to use and navigate.  
Before we begin there are a couple of things that I would like to point out about the session.

· I am not an employee of the Government of Canada and will probably not be able to answer all of your questions related to the site or plans for its development .  If you have specific questions or requests for information, I’d be happy to put you in touch with someone from the Government of Canada following the session.

· We would like to audiotape the session provided that there are no objections.  This is standard procedure for interviews.

· Anything you say will be treated in confidence.  We will use the tape to help us write the report.  When we prepare our report no comment will be attributed to a specific individual.  And also, please note that anything you say is protected under the Privacy Act and the Access to Information Act. 

· If appropriate  ( As you may have guessed there are people behind the mirror.  They are representatives from the Government of Canada and are directly involved in developing and managing the site.  They are very interested in what you have to say.  

· We want this interview to be open and frank.  We want to hear your honest views and suggestions.  If you have an idea or a comment, do not hold back. 

· The interview should last approximately one hour.  We will begin by discussing your information needs related to Canadian culture and we will then review a Web site designed to provide access to Canadian cultural information, resources and collections.

. 

	2.0     Background and Internet Use (2 Min.)


MODERATOR TO DIRECT ROUND-TABLE DISCUSSION….

1. To begin, could you tell me a little bit about yourself?  MODERATOR TO PROBE:
· Do you work full-time?  If so, what do you do?

· Are you looking for work or off on leave for some reason?

· Are you a student?

· Are you retired?

· Other?

2. What do you typically use the Internet for, for personal reasons?  What do you typically use the Internet for, for work-related reasons?  PROBE:  What are your favourite sites?  
	3.0    Defining ‘Canadian Culture’ (2 Min.)


This research is addressing elements of “Canadian Culture” and specifically, providing Canadians with easy access to a range of Canadian cultural information, resources and collections.

I would like you to think about your impressions and associations with the term “Canadian Culture” and complete the following sentence for me…..

3. “When I think of Canadian Culture, I think of…..”

	4.0     Seeking Canadian Cultural Information (10 Min.)


I would like to turn our attention to searching for information related to Canadian culture.  When we spoke with you previously to confirm your participation in this discussion, you indicated that, over the past 6 months, you had actively searched for information related to Canadian culture.  This could have included looking for information related to Canadian arts, history and heritage, media and publishing, people and diversity, places and land, sports and leisure, festivals and events, government programs related to Canadian culture or other information with a cultural component.  NOTE TO MODERATOR:  Refer to Appendix A for a detailed list of information related to Canadian culture.  

4. Think about the information that you sought related to Canadian culture and tell me: 

· What circumstances/situations led you to search for information related to Canadian culture in the past 6 months?  

· What specific information did you search for?  What kinds of questions did you seek answers for?  PROBE: Ensure participant provides a specific description.  

· Where did you look for the information?  PROBE:  Ensure specific sources are mentioned.  IF INTERNET MENTIONED, PROBE SITE AND HOW IT WAS ACCESSED (e.g. search engine, bookmark, word of mouth, etc.)  

· How would you describe your experience?  How easy or difficult was it to find the information?  PROBE:  Ensure develop an understanding of difficulties encountered. 

	Circumstances / Situation:
	Information Sought:
	Sources:
	Experience:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


5. Thinking about the Internet sources that you mentioned, was there any content or features (e.g. interactive tours, audio/video clips, etc.) on the Web sites that you visited that were particularly interesting or useful?  MODERATOR TO PROBE FOR:  Detailed description of content / feature and URL if applicable.  

	5.0     Initial Expectations and Impressions (10 Min.)


For the remainder of the interview, we are going to review a Web site that has been designed with the specific purpose of providing Canadians with easy access to a range of Canadian cultural information, resources and collections.  

6. However, before we look at the site together, I would like you to think about your expectations for the ”ideal” site that would include a range of Canadian cultural information, resources and collection.  such as site.  Describe to me your expectations for the following:

· The type of content that would be featured on the site

· Interactive features and functionality that would be available on the site

· The site’s sponsor 

· Content contributors

I am now going to load the Web site that we are going to review today.  What is important to remember is to be open and honest about your feedback.  Your input will have a direct influence on the improvement and future development of the Web site.  Before I get you to actually interact with the site, I would like to get your first impressions.

MODERATOR TO LOAD HOME PAGE www.culture.ca  DO NOT ALLOW PARTICIPANT TO NAVIGATE YET….

7. What are your overall reactions to this page?  

· Is this what you expected?  Why or why not?

8. Does anyone recognize this site / have visited this site in the past?  PROBE: Where do you recognize it from / what reasons prompted you to visit it?

9. Based on the content and overall design of this Home page, who do you think is the site’s sponsor?  What impressions or images do you get about the site’s sponsor?   

10. Do you get the impression that the site is sponsored by one primary organization or is it sponsored by a range of organizations?  MODERATOR TO PROBE:  

· Is it clear that the site is a collaborative approach, sponsored by the Government of Canada and developed with partners in the private and public sectorsr?  

· Are the key partnerships clear?  

· What would you suggest to improve the visibility of the partners?

11. Based on your impressions of this page, how would you describe the site’s target audience?  Describe the type of person that would use this site?

	6.0     Information Retrieval Exercises – Observed Search Scenarios (15 Min.)


One of the best ways to assess a Web site is to review it in context, so we are going to ask you to find some information using this site.  I want to emphasize that the purpose of these exercises is to understand how users navigate through the site, not to test your Internet skills or capabilities.  These exercises will help us identify any problems users may experience when trying to find specific information.  I’d ask that you “think aloud” as you navigate through the site.  

EACH PARTICIPANT WILL COMPLETE 2 SEARCH EXERCISES, STARTING FROM THE HOME PAGE OF culture.ca  

ENSURE THAT PARTICIPANT COMPLETES AT LEAST ONE OF THE EXERCISES USING A “NAVIGATION PATH” (RATHER THAN THE SEARCH FEATURE).

THE MODERATOR WILL SELECT THE EXERCISES BASED ON PARTICIPANT PROFILE / INTEREST IN CULTURAL INFORMATION, TO ENSURE THAT IT REPLICATES A SEARCH THEY WOULD LIKELY CONDUCT ON THEIR OWN.  

FOR EACH SEARCH EXERCISE, THE INTERVIEWER WILL:

· Track each step taken;

· Note any issues as they navigate; and

· Note visual cues such as confusion, impatience, frustration, hesitation and concentration. 
Across participants the interviewer will complete the information retrieval exercise recording sheet and: 

· Modify exercises to ensure relevance to participant.

· Cycle through the exercise groups to eliminate any order bias. 

· Ask participants to return to the site’s Home page at the end of each exercise and note the path taken.   

· Cover at least 2 exercises, redirecting when necessary.

At the end of each exercise:

· Ask questions A. and B. on the back of the recording sheet.

· Review each step taken during the exercise to understand the participant’s thinking, choices, impressions, etc.  
12. I would like you to go onto the site and search for the following:  MODERATOR TO SELECT RELEVANT SEARCH, REPEAT Q9 ONCE FIRST SEARCH IS COMPLETED.
	Search Scenario 1: 

Search for Information on Hip Hop Music


	Search Scenario 2:

Assume that you are traveling to Toronto this fall. Look for information on cultural events happening in October in Toronto. 


	Search Scenario 3:

Search for information on the hockey legend Scotty Bowman.



	
	
	

	Search Scenario 4: 

Search for information on the cultural relevance of the “beaver”.
	Search Scenario 5: 

Assume that you are interested in researching your family genealogy.  Search for cemetery names and locations in British Columbia
	Search Scenario 6:

Search for information on the Canadian actor Jim Carrey


	7.0     Web site Review: culture.ca (15 Min.)


MODERATOR WILL RETURN TO HOME PAGE…..

Now that you have had a chance to interact with the culture.ca Web site, I would like to go back and review some specific aspects of the site, starting with the Home page.

Home page Review:  

13. When you first looked at this Home page, I asked you some questions about your initial impressions.  Based on interacting with the site, have your impressions changed at all?  MODERATOR TO PROBE SPECIFIC IMPRESSIONS CITED EARLIER.
14. Where would you go first on this page to begin browsing or looking for information?  MODERATOR TO PROBE:  What sections appeal to you?  Why?
15. Overall, how easy or difficult would you say it is to find information on the Home page?  Why do you say that?  MODERATOR TO PROBE:
· Were there any areas that were particularly difficult?

· What could be done to make it easier to find information?

· What could be done to improve navigation on the Home page?

16. What is your impression of the look and feel of this page?  MODERATOR TO PROBE:  

· Colours

· Graphics 

· Overall Design

17. What do you think is the site’s title?  Is the title ‘Culture.ca’ appropriate, given your impressions of this Home page?  Why or why not?    

18. What do you think is the site’s title?  Is the title ‘Culture.ca’ appropriate, given your impressions of this Home page?  Why or why not?    

19. What does the tagline “Canada’s Cultural Gateway” imply to you ?  Is this tagline appropriate, given your impressions of the Home page? 

20. What does the description “explore, find, share the creativity and diversity of Canadian culture on-line” imply to you?  Is this description appropriate, given your impressions of the Home page?

21. Is the site logo appropriate, given your impressions of the Home page?

22. Let’s take a look at the key content featured on the site. MODERATOR TO DIRECT ATTENTION TO LEFT-MENU CATEGORIES (ART & EXPRESSION, HISTORY & HERITAGE, ETC.)  Does the content meet your expectations? Why or why not?  

23. Is the overall approach to categorization and organization intuitive?  Why or why not?  What would you suggest to improve the overall organization?  PROBE:  Would you add / remove any categories?

Search Engine Review:  ASK Q20 ONLY IF NOT ADDRESSED DURING INFORMATION RETRIEVAL EXERCISES.

24. Did you notice the search engine on the top of the Home page?  

25. What is your impression of the scope of the search engine – by that I mean, what do you think it will search through / what will the search engine cover?

HAVE PARTICIPANTS ENTER IN A SEARCH ITEM (SOMETHING THEY WOULD LOOK FOR ON CULTURE.CA).  

ONCE RESULTS ARE DISPLAYED…

26. What is your overall impression of the effectiveness of the search engine?  MODERATOR TO PROBE:

· Do you feel that the results would be useful?  Why or why not?

27. Does the way in which the results are presented meet your expectations?  Why or why not?  PROBE: 

· What would you suggest to improve the presentation of results (e.g. order, filters, etc.)

· What is your impression of the description and the title of the link (both underlined link and full URL)? 

28. What do you expect will happen when you click on the search result? What would you prefer to happen?  MODERATOR TO PROBE:
· Do you expect that the link will take you to the Splash Page (language selection) relevant to the search result?

· Do you expect that the link will take you to the Home page (same language) relevant to the search result?

· Do you expect that the link will take you directly to the content page relevant to the search result?

· What do you prefer?  Why?

29. Do you have any additional expectations related to the search functionality?  MODERATOR TO PROBE:

· Would prioritizing content based on an internal ranking (e.g. Editor’s picks: Showcase and Feature Sites) be of use to you?

· Would you like to have your query term highlighted in the in the text of the search result as well as on the Web site when you click on the link?

· Would you like to have automatic spell check to detect misspelling in your query?  PROVIDE EXAMPLE:  LIKE GOOGLE (e.g. “Did you mean…”) 
· Would you like to have alternative/synonyms terms for your query?   PROVIDE EXAMPLE:  LIKE GOOGLE (e.g. Search for similar terms)

Section Review:  
MODERATOR WILL SELECT ONE SECTION TO REVIEW FROM LEFT-MENU BAR (e.g. Arts & Expression, History & Heritage, etc.)  SIX SECTIONS IN TOTAL, ONE SECTION WILL BE REVIEWED IN EACH INTERVIEW.  

	SECTION REVIEW
	LOCATION

	
	VANCOUVER
	TORONTO
	MONTREAL

	ARTS & EXPRESSION
	interview 1
	interview 3
	

	HISTORY & HERITAGE
	interview 2
	interview 4
	

	MEDIA & PUBLISHING
	interview 3
	
	interview 1

	PEOPLE & DIVERSITY
	interview 4
	
	interview 2

	PLACES & LAND
	
	interview 1
	interview 3

	SPORTS & LEISURE
	
	interview 2
	interview 4


30. What is your overall reaction to this page? 

31. What is your impression of the look and feel of this page?  MODERATOR TO PROBE: What are your impressions of the:

· Colours

· Graphics

· Overall Design

32. Does this page adequately convey to you the intended scope of content (without having to refer to the left-hand navigation bar?)  PROBE:  If not, what would you suggest to improve your initial understanding of the content in this section?

33. Does the content in this section meet your expectations?  MODERATOR TO PROBE:  Would you add or delete any categories?

34. Is the layout and organization of this section logical?  If not, what would you suggest to improve it?  MODERATOR TO PROBE:  Is the organization of this section into: featured sites and information and lists of links intuitive?  Why or why not? 

MODERATOR TO SELECT ONE SUB-CATEGORY….

35. What is your overall reaction to this page? 

36. What is your impression of the look and feel of this page?  MODERATOR TO PROBE: What are your impressions of the:

· Colours

· Graphics

· Overall Design

37. Does this page adequately convey to you the intended scope of content (without having to refer to the left-hand navigation bar?)  PROBE:  If not, what would you suggest to improve your initial understanding of the content in this section?

38. Does the content in this section meet your expectations?  MODERATOR TO PROBE:  Would you add or delete any categories?

39. Is the layout and organization of this section logical?  If not, what would you suggest to improve it?  

40. Do you have an expectation that, where relevant, sub-category content could be duplicated (e.g. sub-category content could be relevant to more than one main category and presented in multiple places on the site)?  Why or why not?

41. If you click on a link, what will you expect to happen?  MODERATOR TO PROBE:  

· Is it clear that you are leaving the “culture.ca” site?

· Who do you feel is responsible for the content on the site you just linked to – Culture.ca or other?

42. Is it necessary to include a message informing users they are leaving “culture.ca” and that Culture.ca is not responsible of the content of the linked site?  How should that message be presented?  (e.g. a banner, an intermediary page, etc.)

	8.0     Wrap-Up (5 Min.)


43. Based on the site review, do you feel that ‘culture.ca’ is useful to you personally?  Why or why not? 

44. Can you see yourself visiting this site for your own personal reasons?  Why or why not?  What specifically would you visit the site for? How often and for what purpose(s)?  Would you recommend this site to your friends?  

45. Do you personally feel that maintaining and developing ‘culture.ca’ is a worthy expenditure of public funds?  Why or why not?

46. If you were to summarize, what are the top five things that should be added/revised or improved on the ‘culture.ca’ site, to encourage you to come back.  

MODERATOR WILL LEAVE PARTICIPANTS WITH A HAND-OUT TO RECORD THEIR SUGGESTIONS AND WILL LEAVE THE ROOM.
THANK YOU FOR YOUR PARTICIPATION TODAY – YOUR FEEDBACK WAS VERY VALUABLE.

Appendix A:  Cultural Information Categories and Examples

· Canadian arts :(e.g.Canadian artists, performing arts, visual arts, Aboriginal art, art facilities & organizations, music literature etc.)
· Canadian history & heritage:(e.g. general history: provinces & territories, history of cultural communities, heritage organizations and sites, Canadian studies, Canadian symbols etc.)
· Canadian media and publishing: (e.g. books/magazines/newspapers, film, radio, television & video dealing with Canadian culture etc.)
· People & diversity: (e.g. biography & genealogy, language, community & institutions, education system, schools, politics/government/citizenship etc.)
· Places & land: (e.g. general maps & geography, travel, national & provincial parks, natural history, heritage & historic sites, urban planning & architecture, plants & animals etc.)
· Sports & leisure: (e.g. general, games & amusements, outdoor recreation, winter sports, team sports, combat sports, aquatic sports, miscellaneous sports etc.)
· Festivals & events: (e.g. national events, calendar of events etc.)
· Government Programs related to Canadian culture: (e.g. information related to the Department of Canadian Heritage)
INTERVIEWER – INFORMATION RETRIEVAL EXERCISE RESPONSE SHEET

Location: ___________________
Name of Interviewee:  _________________________

Task :___________________________________________
 Task Order: _____ 
 

	Step
	Action
	Issues/comments during exercise
	Issues/comments during review

	1
	
	
	

	2
	
	
	

	3
	
	
	

	4
	
	
	

	5
	
	
	

	6
	
	
	

	7
	
	
	

	9
	
	
	

	· Completed without hesitation


	· Completed with hesitation 


	· Completed with assistance 


	· Not completed (no assistance)


	· Not completed (with assistance)




A.  On a scale of one to five where one means very easy and 5 means very difficult, how easy or difficult would you say it was to (find that information/complete that task)?

	Very difficult 
	Difficult 
	Neither easy

nor difficult
	Easy 
	Very easy

	1
	2
	3
	4
	5


B.  Overall, what could have been done to make (finding this information/completing this task) easier?  

Canadian Heritage
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Participants were split between whether they noticed the play on the “.ca” image.   Some mistakenly thought the vertical “.ca” was actually “.ua”. Those who initially noticed it liked it, stating that it was fresh and dynamic





‘My Perspectives’ was not considered visually appealing.  The yellow colour-scheme did not engage users.  A number commented that at first glance, this section looked like an advertisement, rather than a valid navigation option.





The video clips appealed to users.  However, there was an expectation to maintain the text description, in addition to the video option.  An audio-only option was not considered valuable. 





Participants reacted positively to the dynamic and interactive feel of this section.  Many indicated that they would like to explore the other ‘Showcase’ features.





The relevancy of the results was sometimes questioned.  This search for “Canadian French History” revealed a number of results (785), yet only the first two results appeared even remotely relevant to the participant.  





The order of presentation of results was also unclear.  In addition, some suggested including a more detailed description that was not cut off at a certain number of words





Participants considered the left-menu bar navigation convention intuitive.  However, participants did not always notice that the menu bar continued to expand past the first level. 





Most times, when the first-level page of each main section loaded, the links were not visible as they were below the page break.  This prevented some users from noticing that links were available at this level.





Page Break





The left-menu bar navigation convention was considered intuitive, although some participants did not notice that the menu bar expanded to highlight more sub-categories.  





This also confused some participants who did not notice that the left-menu bar included additional sub-categories.  As such, when they attempted to look for specific information at this level, it was unavailable.  





Suggestions emerged to include links (currently included at more detailed levels) at the higher topic level to aid navigation.  





Participants also suggested including the ‘A-Z’ index at the top of the links listing, in addition to its current placement at the bottom of the page.
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