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Executive Summary             

Introduction.

· Fourteen (14) one-on-one goal and task-based usability interviews were conducted with job seekers (current students and recent graduates) and employers, all potential or current participants in the Young Canada Works (YCW) program.  The interviews were held in Ottawa and Toronto in late March 2005 in either French or English.

· The primary objective of the usability research was to ensure that the YCW website is as clear and easy to use as possible for the program audience and that site content fully addresses audience information needs.  The YCW team wished to identify any impediments or barriers to effective use of the site such that they might be corrected or removed.

· Respondents represented a mix of ages, gender, Internet use frequency, organization types and positions (employers), schools, fields and levels of study (job seekers).

Overall reaction to Young Canada Works.
· Overall, respondents reported that the YCW site met their expectations for a ‘typical’ government site though some serious usability issues were encountered by most respondents as they navigated during the interview.  The site was generally better received by students/ graduates than employers.

· Job seekers tended to express interest in applying to the program without always completely or accurately understanding it.  Viewing current job openings was a key information need both to decide whether or not to apply to the program and once job seekers have registered.  Respondents were comfortable completing the application process for the program online but a few specific questions in the application were not entirely clear.  Several job seekers said they would return to the site on their own following the interview.

· Employers, particularly those in the private sector, perceived some aspects of the program (especially the application process) to be complex.  In some cases, the perceived complexity would be enough to deter them from participating in the program.  Time pressure was a consistent concern and those new to the program would want to quickly understand what the program is for and whether it applies to them, something that was not possible for all on the current site.  Employers had more difficulty than job seekers to determine whether or not they would be eligible for the program.  Most would have needed further instruction around searching candidate profiles and the hiring process.

Key usability issues.

· Through the interviews, as the respondents navigated the site on their own, the following key usability issues emerged which hindered their ability to fully understand or appreciate the program.

Job seekers:

1.)  Difficult to access current job listings.

2.)  Limited number of jobs currently available.

3.)  Nature and purpose of program not readily, fully understood.

4.)  Issues in completing the online application.

5.)  Saving the online application.

6.)  Applying to jobs listed.

Employers:

1.) Nature and benefits of program not fully understood.

2.) Eligibility was difficult to determine.

3.) Overly complex and onerous application procedure.

4.) Difficult to search and view potential candidates.

5.) Not clear what to do once a suitable candidate is found.

Both audiences:

1.) Content not consistently audience-specific.  

2.) No clear indicator of position on site.  

3.) Sign in page ‘hidden.’  

4.) Similar-sounding program names.  

Summary of recommendations.

	Site Element/ section
	Recommendations

	Navigation


	· Consider clearly separating all employer and job seeker content since there seems to be little overlap in the information and service requirements of each audience.  From a shared homepage, employers and job seekers would be taken to separate areas of the site.

· The ‘Employers’ landing page would have its own left menu but would share the current top menu with the ‘Job Seekers’ section.  Employer left menu links might include:

· Who can participate

· Benefits of participation

· Employer testimonials (if added)
· Apply now

· View job seeker profiles

· Post a job

On the landing page itself, consider offering a list of all five programs with a 1 to 2 line description of each.  Have each program hyper-link to additional program-specific detail.

· The ‘Job Seekers’ landing page would have the current top menu as well as the following possible left menu links:

· Who can participate

· Testimonials

· Apply online

· Current job listings

· Update your profile

· Next steps

· Related sites

As on the ‘employer’ landing page, offer very brief descriptions (from the student/ graduate perspective) of all five programs, and have the program names link to additional detail.

· For both employers and job seekers, avoid covering more than one major topic within a single left menu category and ensure that each major tool or function included in the YCW site (viewing job listings, viewing candidate profiles, applying to the program, etc.) has its own clear link on one or both of the left menus.

· On each left menu, use highlighting to consistently show where the visitor is on the site.



	Homepage


	· Whether or not site content is separated by audience, revise the homepage/ landing pages to make the purpose and key audiences of YCW immediately clear:

· Reduce the amount of text to a few key phrases or bullet points about the program.  For job seekers, emphasize that the program offers meaningful work experience for students or recent graduates.  For employers, point out that the program will put them in touch with qualified summer students or recent graduates and offers financial assistance.

· Replace the main homepage photo with a photo that will better draw in both audience groups.

· Experiment with alternative font styles and colours for the main homepage title.



	Program descriptions


	· Add a ‘sample positions’ field below the ‘number of positions’ in each program description to show representative lists of positions that might be filled through each program.



	Application process


	· Aim to streamline the application process for employers to encourage more employers, in particular those in the private sector, to apply to YCW.

· If technically feasible, move the employer application process online and aim to shorten and simplify the application simultaneously with the move.

· In particular, simplify the budget section of the application and reduce the amount of information required for the job description (Appendix A).

· Whether submitted online or mailed in, employer applications should be sent in to a single Government of Canada department rather than to the ‘Delivery Organizations.’

· Consider offering a ‘no funding’ option to employers that would involve a shorter online registration process. 

· Preserve the current online application process for job seekers but consider the following adjustments to improve the ease of use of the application form:

· Use numbered steps rather than the current progress bar to show applicants where they are in the process.  Allow returning applicants to advance directly to any step after signing in rather than requiring them to click through each completed page.

· Consider removing the ‘Check this box if you are no longer available’ option.

· On the French site, specify that the applicants are to enter their current level of study, not the program most recently completed, for instance ‘Niveau de scolarité visé’ or equivalent.

· Replace the term ‘URL/ Internet address’ with ‘Personal website address’ for greater clarity.

· Search for an alternative to ‘quart de travail’ since this term was not clear to respondents on the French site.

· Once job seekers click ‘Save & Exit’ to save their application, indicate to them that the application was indeed saved in addition to the pop-up message that now appears.

· Correct the technical error that job seekers occasionally experienced when saving their application so that no visitor is taken to the candidate profiles page after saving.



	Finding and applying for positions


	· On the job search page, let job seekers know that employers are not obliged to post their positions.  Consider offering a list of all registered employers or at least indicating the total number of organizations participating to give job seekers a better sense of the number of positions available through YCW.

· For the job descriptions, encourage employers to post the URL to their organization’s website.  The expected number of hours per week could also be added to the job descriptions.

· On the job descriptions landing page, provide further instructions to job seekers on how to apply to specific positions that interest them.  At a minimum, indicate in brackets after the field for their name the format to be used, i.e. ‘(First name Last name, e.g. John Smith).’

· Once job seekers have submitted their name for a position, provide a confirmation message to reassure them that their name has been received.



	Finding suitable candidates


	· On the page of candidate profiles, do not offer numbered links to each profile.  Instead, keep the current search options and consider adding new search criteria, drawing on responses in the job seeker application such as languages spoken or the five skills selected.  If employers need to call up profiles based on a specific number, allow them to enter the number in a text box to display the corresponding profile.

· Provide further instruction to employers for what to do if they find a suitable candidate.  Offer this information through a prominent link on the candidate profiles landing page.



	Additional recommendations


	· Ensure that the YCW site is readily accessible through the Canada Site since several respondents began their search for the site here.  Ideally, the site should be accessible through both ‘Canadians and Residents’ and ‘Canadian Business’ (for employers).

· Consider adding employer testimonials to the employer area of the site to offer concrete evidence of how the program has benefited other firms.

· Revise the FAQ page so that all questions are listed at the top of the page and link to their respective answers.  Ensure that the font used for the first question and answer is consistent with the fonts on the rest of the page.




1.0 Introduction 
1.1
Background

Young Canada Works (YCW), a program launched and managed by the Department of Canadian Heritage, is part of the Government of Canada’s Youth Employment Strategy (YES).

YES initiative.  Youth in Canada with little or no work experience face challenges to obtain initial employment and to launch a career.  To address this concern, YES was set up as a national strategy aimed at 15 to 30 year-old Canadians and residents to help them develop job skills, find meaningful, lasting employment and obtain the career information they require.  In April 2003, YES was revised to strengthen the job skills development component of the strategy.  Currently, 14 federal government departments participate in the initiative, including the Department of Canadian Heritage.

YCW initiative.  YCW is the Department of Canadian Heritage’s contribution to YES.  YCW consists of both summer job programs, for students, and internship programs, for college/ university graduates.  The programs primarily target youth facing barriers to employment, such as aboriginal urban youth, by providing information and assisting to set up training or work experiences to help youth launch their careers.

The current version of the YCW Web site, at www.youngcanadaworks.gc.ca, was launched in January 2004 and now serves as the key channel to reach the program audience, namely students/ graduates and potential employers.  Site content includes general and audience-specific program information, criteria to qualify, testimonials from past program participants, application instructions, downloadable application forms for employers and online application functionality for students.

1.2 
Objectives

The Department of Canadian Heritage wished to ensure that the YCW website is as clear and easy to use as possible for the program audience and that site content fully addresses audience information needs.

Qualitative user research with the YCW site was designed to allow the Department to address the following specific objectives:

· From both a usability and utility point of view, what are the strengths and weaknesses of the current site?

· Is site content clear and complete?

· What content or features could be added to the site to enhance the visitor experience?

· Are visitors able to find the information or tools they are looking for?  What correctable barriers, if any, stand in the way of successful content retrieval?

· Can students/ graduates navigate to and work through the online program application?

· Do task flows match users’ expectations? 

· Is site layout clear and intuitive? 

· Are visual metaphors appropriate and helpful? 

· What impression is created by the look and feel of the site?  How could the current look and feel be enhanced?

· Is nomenclature clear?  Could more intuitive language be used to help visitors achieve their goals more effectively and efficiently?  

· What are the ‘easy wins’ for the Department of Canadian Heritage in enhancing the YCW site?  What changes will have the largest impact for the money and effort spent?

· What is the time frame for suggested enhancements?  Which changes, if any, do users see as urgent (‘need to have’) compared to changes that would be ‘nice to have’?

1.3
Methodology

Overall approach.  To address the objectives of this study, Phase 5 opted for a qualitative research approach that consisted of 14 one-on-one goal and task-based observational interviews with young job seekers (students and graduates) and employers.

Location of interviews.  The interviews were conducted at professional research facilities in two locations:  Toronto and Ottawa.  In Ottawa, interviews were conducted in both English and French with employers and students/ graduates whereas in Toronto, all research was conducted in English.

Number of interviews.  The interviews were conducted according to the following breakdown.

	Location

	Ottawa
	Toronto

	7
	7

	Audience group

	Students/ graduates
	Employers

	9
	5

	Language

	English
	French

	9
	5

	Ethnic background

	Aboriginal
	Other

	4
	10


Recruiting.  Respondents were recruited using a screener developed by Phase 5, in collaboration with the YCW Web team.  The screener identified Phase 5 as the research company, the Government of Canada as the sponsor of the research, and explained the purpose of the study.  The screener then employed questions to address required research criteria to ensure that an appropriate mix of participants were recruited for the study.  Please see the Appendix to view the complete screener questionnaire in English and French.  

In recognition of their time, to encourage response and to minimize bias, an incentive of $75 was paid to each respondent.

Interview process.  The interviews were held over two days in each location, with interviews scheduled during both daytime and evening time slots.  Each interview lasted approximately 50 to 60 minutes.

The sessions followed semi-structured interview guides developed by Phase 5 with feedback from the YCW project team.  Separate guides were used for the employer interviews and the student/ graduate interviews.  French and English versions of the interview guides are included in the Appendix.
1.4 Research Considerations 

Limitations of qualitative research.  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.  Notwithstanding this point, the qualitative feedback obtained through this study can provide useful direction and guidance for future refinements and enhancements to the YCW site.

Virtually all new to program.  Given that all but one respondent had any previous experience with the YCW program, the interviews were done from the perspective of the initial visit to the site to discover the program.  As a result, specific usability issues or site strengths that might be encountered by returning or regular visitors were not necessarily uncovered through the sessions.

2.0 Respondent Profile

Interview respondents included both job seekers and employers who were potential participants in YCW, the two major audience groups for the program.  Characteristics of each group of respondents are described in the tables below.

Job seekers.

	
	Ottawa
	Toronto

	Current status
	4 - Student

1 - Recent graduate
	3 - Student

1 - Recent graduate

	Institution attending/ attended
	4 - University

1 - College
	2 - University

2 - College

	Field of interest
	· Geology/ Physics

· International Business

· Civil Engineering

· Law

· History
	· Sociology/ Psychology

· Police training

· Aboriginal Studies

· Arts/ Entertainment

	Gender
	3 - Male

2 - Female
	2 - Male

2 - Female

	Age
	19, 20, 20, 21, 24
	18, 21, 25, 28

	Interview language
	1 - English

4 - French
	4 - English

0 - French

	Total
	5
	4


Employers.

	
	Ottawa
	Toronto

	Organization type
	· Friendship centre

· HR consultancy
	· Aboriginal arts centre

· University career centre

· Municipal government office

	Past YCW participation
	1 - Yes

1 - No
	0 - Yes

3 - No

	Respondent’s position*
	· Interim Executive Director

· Consultant
	· Coordinator

· Program Manager

	Gender
	1 - Male

1 - Female
	1 - Male

2 - Female

	Interview language
	1 - English

1 - French
	3 - English

0 - French

	Total
	2
	3


*Not available for one respondent.

Internet use.  Both job seekers and employers tended to spend upwards of several hours per week using the Internet.  Most often, students/ graduates were using the Internet for e-mail, school assignments or research for work, to listen to or download music, job hunting, online banking, school information through their university/ college website, and news.  Employers turned to the Internet to post jobs, review candidates or job listings, as a reference for grammar and writing and for general research and surfing.

3.0 Key Issues and Findings

3.1 Overall Impressions of Young Canada Works
Overall, respondents reported that the YCW site met their expectations for a ‘typical’ government site though some serious usability issues were encountered by most respondents as they navigated during the interview.  The site was generally better received by students/ graduates than employers.

Job seekers.  Job seekers tended to express interest in applying to the program without always completely or accurately understanding it.  Viewing current job openings was a key information need, both to decide whether or not to apply to the program and once job seekers have registered.  Respondents were comfortable completing the application process for the program online but a few specific questions in the application were not entirely clear.  Several job seekers said they would return to the site on their own following the interview.

Employers.  Employers, particularly those in the private sector, perceived some aspects of the program (especially the application process) to be complex.  In some cases, the perceived complexity would be enough to deter them from participating in the program.  Time pressure was a consistent concern and those new to the program would want to quickly understand what the program is for and whether it applies to them, something that was not possible for all on the current site.  Employers had more difficulty than job seekers to determine whether or not they would be eligible for the program.  Most would have needed further instruction around searching candidate profiles and the hiring process.

The next section addresses the main objective of the research, to uncover usability issues with the existing YCW website.  The most significant usability issues encountered by respondents are listed and described.  Issues have been grouped by audience - job seekers (3.2), employers (3.3) and then issues common to both groups (3.4).

3.2 Key Usability Issues – Job Seekers

1.)  Difficult to access current job listings.

Description of issue.  Both students and graduates readily understood that the YCW site related to jobs and thus expected and wished to see listings for current, available positions.  YCW does indeed feature ads for all positions that have been posted by the employers but navigating to the listings was not found to be intuitive.

In particular, respondents would have expected the main menu to offer a link to the job listings.  Instead, the page to search job listings was three clicks away from the homepage under ‘How to Apply’ (the most direct route to the listings).
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Consequences.  Positioning the job listings relatively deeply within the YCW site caused frustration for the respondents who wanted to see current postings before deciding whether or not to apply to the program.  In the most extreme case, difficulty in finding the job listings would have deterred the respondent from participating in the program and from any further use of the site.  

Though not the case of any of the respondents, a substantial portion of YCW traffic is likely made up of repeat visitors, candidates who have already applied and been accepted to the program.  These individuals require an easy means to review the latest job postings so that they might apply to positions of interest and would not find it intuitive to go through ‘How to Apply’ or ‘Info-Participants’ to access job listings.

Respondent suggestions.  Several respondents suggested including a link to current job listings on the main (left) menu of the site to ensure the link would be available from most pages of the site including the homepage.  The link could be titled “Job Opportunities.”  Another suggestion was to add links to each program description (Info-Participants section), next to the ‘Apply’ button, that would take visitors directly to job listings for that particular program.

2.)  Limited number of jobs currently available.
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Description of issue.  Respondents were surprised and disappointed that only two job listings appeared at the time of the interviews.  Often, neither posting was of interest to the respondent since both were part of the same program (‘YCW in Both Official Languages’), and not all respondents were eligible for that program.  Also, not all respondents wished to travel away from Toronto or Ottawa for the summer and not all respondents were bilingual.

After clicking ‘View All Jobs’ on the job search page, respondents assumed that they were looking at a complete listing of jobs without knowing that employers are not obliged to post a job when participating in YCW.

Consequences.  Given that the job seekers interviewed would want to review job listings to decide whether or not to apply to the YCW program, seeing a limited number of positions or no positions posted in their field would deter them from going ahead with the application in some cases.  One respondent, on seeing only two jobs listed, expected that she had left her job hunting too late and that all but these two positions had already been filled.

When told that there may be employers who are participating in the program but who have not posted a job, students expected to be able to access a list of employers who were participating.  They also noted that the site should make this very clear to encourage participation by students. 

3.) Nature and purpose of program not readily, fully understood.

Description of the issue.  In some cases, respondents had to read through two or more pages before getting a sense of the purpose and nature of the program or failed to fully understand the program before attempting to apply to it.  The term ‘heritage’ seemed to pose particular difficulty for understanding.

Consequences.  As a result of not understanding the programs, respondent expectations of the kinds of jobs that would be offered through YCW were not always accurate.  For example, one respondent expected law firms looking for summer students to participate in the program.  Another expected to find a summer job in civil engineering through the program and used ‘civil engineering’ as keywords to search current positions.  In both of these cases, the respondents would have invested the time to apply to YCW even though they would have been unlikely to find positions in their fields and employers viewing their profiles might feel they were having to sift through profiles poorly-suited to heritage or official language positions.

Without fully understanding the difference among the programs, one student simply checked off all five programs in her online application, saying that she would expect the system to verify her eligibility; if she did not qualify for any one of the programs, she would have expected an error message while applying.

The reverse was also true in at least one case – the respondent did not think that a summer job in ‘heritage’ would relate to his field despite the fact that he had been trying to secure a position at the Canada Science and Technology Museum, very likely a heritage organization, on his own prior to the interview.

Respondent suggestions.  Respondents wished to see the nature and goals of the program expressed more clearly and succinctly on the homepage of the site.  The current homepage text was considered to be too lengthy to read by some.  On the program descriptions page for summer students (within ‘Info-Participants’), respondents suggested that the three programs be listed at the top of the page to make it clear that there are multiple programs available without having to scroll.  Two respondents suggested adding examples of the types of positions that would be available through each program to the program description boxes (below ‘Number of positions’) to better communicate the nature of the program and to ensure that well-matched candidates are recruited.
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4.)  Issues in completing the online application.

Overall, respondents were comfortable using the online channel to complete and submit their application to YCW and tended to have used similar online applications in the past (e.g. FSWEP application).  However, certain specific parts of the application posed challenges as respondents worked through it:
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Respondents did not understand the purpose of the grey box on first page of the application (‘Check this box to indicate that you are no longer available’) though most would simply skip over it.

· Students did not tend to recall the names of the individual YCW programs by the time they got to the application form and usually hesitated before specifying their program(s) of interest.  Given the similarity of two of the program names, ‘YCW in Both Official Languages’ and ‘YCW at Building Careers in English and French,’ some respondents were confused and/or selected the inappropriate program for their profile when moving quickly through this page even though a description of each program is provided.  Respondents may have expected all programs listed to apply to them since they had specified whether they were students or graduates before arriving at the online application form.
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· On the French application, students were unsure whether to enter their current degree program or the diploma/ degree they had most recently earned at the ‘Niveau de scolarité’ section.  The English application specifies ‘current’ degree of study.

· Some students chose more than three qualities that they would like to develop as they misread these as qualities they would like to showcase to potential employers. 

· A few of the terms used in the application were not clear, for example, some of the skills in the skills list and the French term, ‘quart de travail’ (‘shift work’).  The ‘URL/ Internet address’ field was mistaken for an e-mail address field by several respondents in both French and English.

· Students expected and wished to attach their CV to the application in some cases.  These students said they would have left the optional text boxes blank, thinking that later in the process they would have the opportunity to attach their CV for employers.

Length of the application.  A few respondents reported that the candidate application was overly long.  In particular, the section where they were asked to select qualities that they would like to develop and then elaborate on five characteristics that they already had was seen as too time-consuming by some participants.
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To give a more accurate sense of their progress, respondents proposed that the actual number of steps be shown (e.g. Step 3 of 10) instead of the current progress bar.  One respondent thought that a note should be added near the end of the application to encourage candidates by letting them know they have nearly finished the process. 

5.)  Saving the online application.
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When asked how they would save their application if they wished to return to complete it at a later time, respondents readily located the ‘Save & Exit’ button.  After clicking the button though, respondents were not always clear that their application had been saved correctly.  Some would have preferred more explicit confirmation that their application had indeed been saved for future use.

After saving his application, one respondent was unable to get back to it from the homepage.  He expected to see a log in area directly on the homepage and did not find it intuitive to click on ‘How to Apply’ to sign back in.

NOTE:  A few respondents experienced a serious technical error when saving.  Instead of being brought back to the application sign in page, they came to the candidate profiles page, a password-protected area only meant to be accessible to employers.

6.)  Applying to jobs listed.
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When asked what they would do if they were interested in applying for one of the job postings they saw on the site, most job seekers seemed surprised that entering their name was all they would need to do.  Though most respondents guessed correctly and said that they would enter their name and click the ‘Submit’ button, it was only after some hesitation.

After ‘applying’ for the position, respondents wished to receive confirmation that they had completed the process correctly and that their name had actually been received by the employer.  They would also like information about what would happen next, for instance, whether the employer will contact them directly.

3.3 Key Usability Issues – Employers

As with the job seekers, the employers interviewed also encountered a few significant issues during their use of the YCW website and these are described below.

1.)  Nature and benefits of program not fully understood.

Attracting as many qualified employers as possible appears to be in the interest of the YCW team given the large number of candidates seeking employment through the program.  Yet based on the reaction of private sector employers, in particular, after reviewing the YCW site, the effort level required to participate in the program is perceived to exceed the potential benefits of participation.  Besides the complexity of the application process (issue 3, below) the perceived value of the program was weakened since:

· Employers did not always realize or were slow to understand that funding is available through the YCW program though a few reported that this would be a strong selling point for them.

· In one case the employer was not interested in funding, he simply wanted access to qualified summer student candidates, but it was not clear whether this type of limited participation was an option and whether he would still need to work through the lengthy YCW application process.

· The concept of different ‘programs’ was difficult to grasp for some employers, who expected simply to apply, register and either post jobs or browse resumes.  Having to review, comprehend and select a program seemed overly complicated and would cause them to re-think participation in the program.

· “I just want to hire somebody.  How many programs are there?  It sounds very complicated.  Why can’t I just hire someone?  Why do I have to choose a program?”

· The role of the ‘Delivery Organization’ was not clear to participants.  They expected that the Government of Canada would be delivering the program and were confused by the list of organizations appearing at the end of the application.

2.)  Eligibility was difficult to determine.

Some participants had difficulty determining for certain whether or not they were eligible to participant in YCW.  For example, one respondent from an aboriginal arts group was uncertain whether her organization would qualify for the Aboriginal Urban Youth program or one of the Heritage programs, if either.  She, and others, did not fully understand the term ‘heritage organizations’ – the site gave her the impression that heritage organizations only worked to preserve art rather than make art.  One private sector employer did not expect the YCW program to apply to private sector organizations and was slow to find information to negate this perception on the website.

To confirm eligibility, employers wanted to be able to contact a program officer at Canadian Heritage to determine eligibility before undertaking the application.  

3.)  Overly complex and onerous application procedure.

While none of the employers reported that the YCW application seemed straightforward, representatives of private sector organizations were particularly deterred by the length and the complexity of the application process.  One HR consultant doubted that her clients would be willing or capable of working through the application process shown unless they had past experience with government programs, documents and applications.  Another respondent did not require funding for a student but simply wanted to find suitable candidates for the summer.  He would not have participated in YCW since the process to apply (especially the Budget section) would take too much of his own and other staff’s time for the amount of funding provided.  All employers were quick to point out the time pressure they faced in their positions.  

Specific parts of the application that posed challenges to employers are listed below.

· The budget section (2.5 or 3.5) was not always clear and respondents would often require the assistance of their organization’s accountant to be able to complete it.  One respondent reported that calculating in-kind contributions was especially difficult.  Not enough space was allowed on the budget table for text entries such as the ‘job title.’  Respondents did not understand the difference between the ‘Host Organization’ and the ‘Employer’ on the budget table in 3.5.

· For the Heritage programs, employers experienced difficulty to find the relevant Delivery Organization (Section 6) among the seven organizations listed – the address where they should send the completed application.  Since most of the addresses are in the Ottawa area, the Delivery Organization did not seem to be determined by the employer’s region/ province.  A couple of employers said they would be reluctant to participate if they had to submit their application to these organizations. 

· “Does this mean that my application form… is going to be sent to all of these organizations? Why would they do that?  Why would they be involved? I’m not actually sure I want them to know…”

[image: image10.png]2.4 Description - Summer Job(s)
The following is mandatory additional information you must enclose with your request for each
job. Please refer to Appendix A on page 13 for defailed descriptions

Docurment sections
a) General information
b) Project and job objectives, description of tasks and work plan
) Employability skills
d) Candidate profile
&) Orientation and supervision
) Characteristics of the city or region where the student will work (optional)

Suggested length: 3 pages in total




· ‘Appendix A - Mandatory Additional Information’ was seen as particularly onerous given the level of detail requested in the application form itself.  In the ‘Document sections’ for the job description (2.4, 3.4), respondents would not know whether ‘General information’ refers to information about the employer organization or the position.
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One employer would have had trouble selecting just one activity sector for his organization (1.8) since he considered that they were involved in several sectors equally.

Past participation does not facilitate application process.  One employer with many years of experience applying to the YCW for Aboriginal Urban Youth program claimed that the process had only become more complex in recent years.  He wondered why it was even necessary for his organization to re-apply each year or whether the process could at least be streamlined for them given that they have hired two youth to the same positions each summer for many years.

Possibility of online applications.  Employers expressed interest in being able to complete and submit their YCW application online since it could save having to deliver the application in person if the organization completed it close to the deadline.  In order to apply online, the employers would want to be sure that the site was secure and they would need to know how to submit their signature if this was still a requirement.  As well, participating firms may need some way to collaborate on the application since more than one individual may be involved in the process (e.g. accountant, representatives of other departments also seeking to hire through YCW).

4.)  Difficult to search and view potential candidates.
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Employers tended to find the candidate search page somewhat difficult to use and it was not intuitive for employers to search for candidates with particular profiles.  In some cases, respondents did not even see the search feature as their attention was drawn to the numbered links (links to each candidate profile) in the centre of the page.  The purpose of the numbered links was not immediately clear to the employers and some found the sight of them overwhelming.  While sorting the list, for instance by ‘City’ or ‘General area of study,’ would likely be have been a helpful approach for most employers to review the profiles, they did not always notice this functionality, which they would have had to scroll down the page to see. 

To facilitate the candidate search, one respondent suggested offering a standard list of interests or skills for employers to check off as search criteria.  The list would be drawn from the questions in the candidate application, for instance, where respondents are asked to indicate their strongest skills.  He thought this method of searching would be easier to use and more likely to turn up appropriate profiles than the keyword search. 

For the descriptions of the candidates, employers again made reference to the limited time they would have to find candidates and conduct hiring.  They suggested that the descriptions be kept short and that some of the open text submissions (e.g. ‘My Personal Achievements and Interests’ section) looked a bit lengthy to read, depending on the candidate.

5.)  Not clear what to do once a suitable candidate is found.

Employers were not clear how to proceed if they saw a candidate profile that interested them.  They would be reluctant to click on the ‘Hire’ button without knowing more about what this would do.  For example, they would not be prepared to ‘hire’ the candidate without first contacting him/ her and holding an interview.
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It was not clear to employers looking at the website whether they would be permitted to just go ahead and contact candidates on their own.  To find out more about the hiring process, one respondent went to the Terms & Conditions section but did not find what he needed and did not see any other section on the site that might cover hiring.

3.4 Issues common to both groups

In addition to the issues described above, certain challenges in using the YCW site were common to both job seekers and employers.
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Content not consistently audience-specific.  Employers and students/ graduates were required to choose their audience as they proceeded through the site such that they were directed to content specific to their audience group.  These choices tended to be readily noticed and easy for respondents to make.  A typical navigational path, for a summer student, is shown below:

Confusion arose when, after specifying their audience, respondents arrived at pages that once again applied to all groups.  For example following the choices above, summer students are presented with descriptions of the three programs specifically for them.  When they click on ‘Apply’ for a program, they arrive at the log in page which has options for registered and new visitors, employers and job seekers – no longer personalized to the audience.  If the summer student chooses to proceed to the online application, they will see a list of all YCW programs, not just those pertinent to summer students.

No clear indicator of position on site.  Several pages on the site look similar and there was no consistent way for respondents to tell where they were on the site.  This created confusion and caused respondents to feel they were ‘going in circles’ at times.
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On most pages, the red highlighting on the left menu served as an indicator of location but not all pages have red highlighting (e.g. the log in page, the job search page).  As well, several layers of information are available within a given left menu heading at times, for instance the ‘Info-Participants’ section, and the red highlighting does not provide detail as to where the visitor is within each section.

The ‘breadcrumb trail,’ at the top left of each page was not often noticed or used by respondents.
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Sign in page ‘hidden.’  Respondents were not clear on where to go to sign in if an account had already been created by the employer or job seeker.  Registered YCW participants would be likely to arrive at the homepage with the goal of posting a job, reviewing candidate profiles or updating or removing their candidate profile.  Yet none of the left menu links appeared to offer a sign in for existing users based on their titles, and even the ‘Site Map’ for YCW mentions nothing about signing in to one’s account.  Repeat visitors would be unlikely to click on ‘How to Apply,’ the most direct path to the log in page, given that they already have YCW accounts.
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Similar-sounding program names.  Both employers and job seekers hesitated when required to specify their program(s) of interest due to the similarity of the program names.  In particular, when choosing which category of job postings or which group of candidates to view, respondents could not always recall the names of the program(s) that had interested them.  The same was true on the candidate application where respondents did not often take the time to read the program descriptions before checking off programs.

4.0 Detailed Findings

This section discusses additional findings and respondent comments, other than the key usability issues.  Findings are grouped by theme or section of the site.

4.1
Current Information Needs and Sources

Sources consulted by job seekers.  Before viewing and discussing the YCW site, students/ graduates were asked which other information sources they had used to look for jobs in the past.  Online resources were mentioned most often including sites such as Monster.ca, Workopolis, the City of Ottawa website, Jobbank.gc.ca, the Ottawa Citizen website and the sites of the schools the students were attending (e.g. University of Ottawa, La Cité Collégiale).  Besides the websites of their own educational institutions, respondents went in person to their school career centres.  Several job seekers had participated in the Federal Student Work Experience Program (FSWEP), typically having heard about it through word of mouth and then visiting the FSWEP website to learn more and apply online.  Occasionally, specific organizations such as the National Research Council (NRC) or the Canada Science and Technology  Museum were targeted, typically through their websites.  One respondent had found previous summer positions almost entirely through word of mouth and door-to-door inquiries in her neighbourhood.  

Sources consulted by employers.  To look for suitable employees, employer respondents had also turned to the Internet, to post jobs ads or view CVs on Monster.ca and an HRSDC database, among other websites.  One respondent tended to hire among job seekers using the career centre which they themselves hosted, at their Friendship Centre.  Although she could not recall the names of the specific programs, one HR consultant had assisted her client to hire through federal government programs for aboriginals and the disabled at times.

Information needs of jobs seekers regarding YCW.  None of the job seeker respondents had applied to the YCW program nor could recall visiting the YCW website prior to being asked to the interview.  On first hearing of the program, respondents would want to know whether jobs are offered in their field, whether salaries offered through the program would be adequate to meet their needs, the location of the jobs (whether they would be required to leave home) and statistics such as the number of positions currently available or that had been offered through the program in past years.

Information needs of employers regarding YCW.  Employers would want to know what types of candidates they could expect to find through the program (e.g. all students?) and sought reassurance that even if the candidates had limited work experience they could still bring real skills and value to the firm.

· “To give employers a little more confidence that they’re not going to be dealing with a bunch of kids right out of high school”

Employers would require detail about how the program would actually work, for instance, could the employer indicate the type of candidate he was looking for and then have the site send him matching CVs?  One employer would be interested in salary information, to have a sense of what her firm would be expected to pay an employee hired through YCW.

4.2
Locating Young Canada Works
Early in the interview, on first turning to the computer, respondents were asked to demonstrate how they would look for a site about a hiring program for students and recent graduates offered by the federal government.  To search for the site, several respondents went to the Canada Site (canada.gc.ca) then either typed in a Search (e.g. ‘student summer program’) or went through ‘Canadians and Residents’ to the ‘Jobs, Workers, Training and Careers’ link.  One employer looked through the dropdown list on the Canada Site homepage (‘How do I find information on…’) but did not see a relevant option.

Even more often, respondents went to a popular search engine such as Google.ca, Yahoo.ca or MSN to try to find the YCW website.  Below is a sample of the keyword search terms that respondents entered on the search engine pages:

· “recherche d’emplois pour étudiants gouvernement fédéral” (“job search for students federal government”)

· “gouvernement Canada emplois” (“government Canada jobs”)

· “emploi jeunesse” (“jobs youth”)

· “federal government youth summer employment program”

Respondents were given limited time to conduct this search and no respondent arrived at the YCW site on their own.  In some cases respondents did arrive at other federal government jobs sites such as the Summer Work Experience program site and Jobbank.gc.ca.

4.3 First Impressions and Reaction to the Homepage

First reactions.  Respondent reaction to the homepage of YCW, on first arriving at the site, tended to be neutral rather than enthusiastic.  Overall, respondents tended to report that more could be done through the homepage to quickly communicate the purpose and nature of the YCW program which would better draw in relevant audiences.  Several respondents felt that they were presented with too much to read and that for a homepage, the page contained too much text.
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Students were more likely than employers to recognize that the site was directed at them.  One employer felt that moving the red boxes (‘I am a student…’ and ‘I am an employer…’) higher up on the homepage would allow employers to more quickly identify the site as relevant to them.

Current strengths.  On the positive side, respondents recognized YCW as a government site, stated that the site appeared to offer plenty of detail about the program, and most said they would continue their use of the site beyond the homepage to learn more about the program.

Suggested additions.  Respondents suggested that the following links be added to the left menu:

· ‘Job opportunities’ – A direct link to the job listings for job seekers deciding whether or not to apply to the program or for job seekers participating in YCW who have returned to the site to look for potential positions.

· ‘Who can participate’ – A direct link to program eligibility requirements for both job seekers and employers.

As well, respondents wished to see a log in area and a site search box featured directly on the homepage.  The log in area would make site use more efficient for returning job seekers or employers and the site search would prevent visitors from having to click on ‘Search’ before entering keywords.  From the homepage, one job seeker wished to be able to access figures on the number of students hired through the YCW program in the past or the number of jobs currently available since this could be a good way to entice job seekers into the site.

4.4 Inside Pages

Depending on their interests and the audience group, respondents had the opportunity to view several ‘inside’ pages of the YCW site during the interview, in addition to the homepage and application form.  The following comments and observations refer to inside pages of the site.

‘Job Checklist.’  The title of this left menu link did not tend to be clear to respondents in either French or English.  For example, one job seeker expected the page to contain job listings that she had saved on previous visits to the site, a personalized job list of sorts.  One French-speaking student suggested that the title ‘La prochaine étape’ would be more appropriate based on the actual content of the section.
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‘FAQ’ page.  Though only occasionally reviewed by respondents, suggestions for improvement were proposed for this page.  According to one respondent, the font of the first question should be changed to match the font of the other questions to make it clear that the top section of the page is the first question and answer in the FAQ list.  All questions could be listed at the top of the page first with links to their answers to save visitors from having to scroll past questions and answers to find information of interest.
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Job search page.  Job seekers suggested that ‘salary’ be added as a criterion for them to search the job postings.  One student wanted to be able to save her job search criteria to her YCW account to facilitate future visits to the site while job hunting.

Job descriptions.  On the pages describing each position, students appreciated the information that is currently shown and would not have removed any fields.  Additional information that would be valued by the respondents included the URL to the employer’s web site, the expected number of hours per week, whether the position would be full-time or part-time and the expected work schedule (e.g. 9 a.m. to 5 p.m., weekdays).

Testimonials.  The testimonials included on the site are currently all from students/ graduates.  When employers were asked whether they would value additional testimonials from the perspective of the employers, reaction was mixed.  While one respondent felt that he would not have time to read this type of content, the HR consultant replied that employer testimonials would be important to help her clients see the benefits of the YCW program.

4.5 Look & Feel

As stated above, respondents were quick to associate the YCW site with the federal government due to its appearance, which matched expectations for a government site.  Overall, the look & feel of the site did not seem to be a high priority for respondents who instead seemed more concerned with the clarity and completeness of content.

· “Employers aren’t looking for warm and fuzzy…”

One exception to this was a job seeker who felt strongly that the YCW site should offer a more “innovative” presentation and a more modern look to differentiate itself from other similar government programs and sites.

Respondents did make the following suggestions to improve the site’s look and feel:

· On the homepage, use an alternative style or colour for the title ‘Welcome to Young Canada Works, Summer Jobs…” since the black, all caps style was not found to be very interesting or appealing.

· Replace the main homepage photo to show a student at work rather than a simple portrait, to better communicate the site’s purpose.  Another suggestion was to feature a group of students rather than a single student.  The idea of showing people in the photos used on the site did go over well.

5.0 Recommendations
This section proposes potential solutions to address the issues revealed as respondents from both audience groups navigated the YCW site.

Navigation.

· Consider clearly separating all employer and job seeker content since there seems to be little overlap in the information and service requirements of each audience.  From a shared homepage (a sample homepage is shown below), employers and job seekers would be taken to separate areas of the site.  The choice of audience could be offered on the splash page with the language choice or on a second page, after the language choice.
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· The ‘Employers’ landing page would have its own left menu but would share the current top menu with the ‘Job Seekers’ section.  Employer left menu links might include:

· Who can participate

· Benefits of participation

· Employer testimonials (if added)
· Apply now

· View job seeker profiles

· Post a job

On the landing page itself, consider offering a list of all five programs with a 1 to 2 line description of each.  Have each program hyper-link to additional program-specific detail, perhaps the program tables from the current site (under Info-Employers):
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· The ‘Job Seekers’ landing page would have the current top menu as well as the following possible left menu links:

· Who can participate

· Testimonials

· Apply online

· Current job listings

· Update your profile

· Next steps

· Related sites

As on the ‘employer’ landing page, offer very brief descriptions (from the student/ graduate perspective) of all five programs, and have the program names link to additional detail.

· For both employers and job seekers, avoid covering more than one major topic within a single left menu category (e.g. the current ‘Info-Participants’ covers program eligibility, program descriptions, access to the online application, and account access for those who have already registered).  At the same time, ensure that each major tool or function included in the YCW site (viewing job listings, viewing candidate profiles, applying to the program, etc.) has its own clear link on one or both of the left menus.

· On the left menu for each audience group, use highlighting to consistently show where the visitor is on the site.

Homepage.

· Whether or not site content is separated by audience, revise the homepage/ landing pages to make the purpose and key audiences of YCW immediately clear:

· Reduce the amount of text to a few key phrases or bullet points about the program.  For job seekers, emphasize that the program offers meaningful work experience for students or recent graduates.  For employers, point out that the program will put them in touch with qualified summer students or recent graduates and offers financial assistance.

· Replace the main homepage photo with a photo that will better draw in both audience groups.

· Experiment with alternative font styles and colours for the main homepage title to find a warmer, more interesting presentation for the title.  If necessary, shorten the title to better accommodate the new look of the font.

Program descriptions.

· Add a ‘Sample positions’ field below the ‘Number of positions’ in each program description to show representative lists of positions that might be filled through each program.  Based on the current job listings on the site, these positions might include “Hostel Operations Manager,” “Museum Programmer,” “Communication Officer,” “Conservation Labourer,” etc.  

Application process.

· To the extent that this is possible, aim to streamline the application process for employers to encourage more employers, in particular those in the private sector, to apply to YCW.

· If technically feasible, move the employer application process online and aim to shorten and simplify the application simultaneously with the move.  Look into making it possible for employers to save the online application should they wish to participate in YCW in subsequent years.  The application could then be reviewed, updated and re-submitted rather than having to prepare it from scratch each year for regular participants in the program.

· In particular, simplify the budget section of the application and reduce the amount of information required for the job description (Appendix A).

· Whether submitted online or mailed in, employer applications should be sent in to a single Government of Canada department rather than to the ‘Delivery Organizations’ since respondents were not clear of the role of these organizations, could not always determine which organization would apply to them and were at times uncomfortable having a third party involved in the process.

· Consider offering a ‘no funding’ option to employers that would involve a shorter online registration process.  These employers would not be eligible for YCW grants but would be able to post jobs, review candidate profiles and hire YCW job seekers.

· Preserve the current online application process for job seekers since based on the number and quality of the current candidate profiles, applicants are able to complete the process with success.  Consider the following, relatively minor adjustments to improve the ease of use of this section:

· Use numbered steps rather than the current progress bar to show applicants where they are in the process.  Allow returning applicants to advance directly to any step after signing in rather than requiring them to click through each completed page.

· Consider removing the ‘Check this box if you are no longer available’ option since respondents did not usually understand it and may be unlikely to remember to return here after finding a job.  If possible, track how often job seekers have actually gone back and selected this option or get a sense from employers of how often they reach job seekers who are no longer looking for work.  If this appears to be an issue, seek an alternative method for job seekers to withdraw their YCW application.

· On the French site, specify that the applicants are to enter their current level of study, not the program most recently completed, for instance ‘Niveau de scolarité visé’ or equivalent.

· Replace the term ‘URL/ Internet address’ with ‘Personal website address’ for greater clarity.

· Search for an alternative to ‘quart de travail’ since this term was not clear to respondents on the French site.
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Once job seekers click ‘Save & Exit’ to save their application, indicate that the application was indeed saved in addition to the pop-up message that now appears, e.g.  “Your application has been saved.  Your application in not currently available…”

· Correct the technical error that job seekers occasionally experienced when saving their application so that no visitor is taken to the candidate profiles page after saving.

Finding and applying for positions.

· On the job search page, let job seekers know that employers are not obliged to post their positions in case the relatively small number of listings discourages job seekers.  Consider offering a list of all registered employers or at least indicating the total number of organizations participating to give job seekers a better sense of the number of positions available through YCW.

· For the job descriptions, encourage employers to post the URL to their organization’s website so that job seekers can look up additional details about the organization when researching positions.  The expected number of hours per week could also be added to the job descriptions.

· On the job descriptions landing page, provide further instructions to job seekers on how to apply to specific positions that interest them.  At a minimum, indicate in brackets after the field for their name the format to be used, i.e. ‘(First name Last name, e.g. John Smith).’

[image: image24.png]My name is and | am interested in this job description. |
have submitied an application to YCW through this website. Ifyou have not
submittsd your application, pleass do so using the application form

Submits





· Once job seekers have submitted their name, provide a confirmation message to reassure them that their name has been received, e.g. ‘Thank you for submitting your name.  The employer will be notified of your interest.’

Finding suitable candidates.

· On the page of candidate profiles, do not offer numbered links to each profile.  Instead, keep the current search options and consider adding new search criteria, drawing on responses in the job seeker application such as languages spoken or the five skills selected.  Continue to offer the ‘View All Candidates’ option but verify that this option still works correctly even when a large number of candidates are registered.  If employers need to call up profiles based on a specific number, allow them to enter the number in a text box to display the corresponding profile.

· Provide further instruction to employers on what to do if they find a suitable candidate (e.g. Can the employer use the contact information shown to call or e-mail the candidate directly?  When should they use the ‘hire’ link on the site?  Does the YCW program office need to be contacted and, if so, when?).  Offer this information through a prominent link on the candidate profiles landing page.

Additional recommendations.

· Ensure that the YCW site is readily accessible through the Canada Site since several respondents began their search for the site here.  Ideally, the site should be accessible through both ‘Canadians and Residents’ and ‘Canadian Business’ (for employers).

· Consider adding employer testimonials to the employer area of the site to offer concrete evidence of how the program has benefited other firms.

· Revise the FAQ page so that all questions are listed at the top of the page and link to their respective answers.  Ensure that the font used for the first question and answer is consistent with the fonts on the rest of the page.

Appendix – Research Instruments

Recruiting Screener – English.

Young Canada Works

Recruiting Screener

All instructions appear in bold letters.

Do not read them to the respondent.

Introduction

Hi, my name is _____________ and I’m calling from Phase 5, an independent research company.  Our firm has been retained to conduct research on behalf of  Canadian Heritage, a Department of the Government of Canada.  Canadian Heritage runs employment programs that helps students and young graduates find career-related positions in heritage institutions, in aboriginal centres and in the official languages sector. 

A key way that both applicants and employers seeking to take advantage of this program is a Web site called youngcanadaworks.gc.ca.  This site is targeted to both employers and potential applicants.  

We are attempting to help Canadian Heritage improve this site by ensuring its content and design meets the needs of different users. 

Your feedback will help guide them in the development of their site, in order to better meet the content and functionality needs of visitors such as yourself.

The research that we are conducting will consist of a 1 hour interview in our downtown office, and each participant will receive $75 for their time. During the interview you will be asked to visit a Government of Canada website, and discuss your experience. All information gathered during the session will be treated confidentially.

1. Would you be willing to participate in an interview? 

· Yes  
· No  ( THANK AND TERMINATE
Great!  I would like to ask a few questions to ensure we obtain a representative mix of respondents.  This information will remain completely confidential.

2. Do you, or does any member of your immediate family work in or provide consulting services to …

	
	Yes
	No

	a marketing research firm
	· 
	· 

	a marketing department
	· 
	· 

	a Web design firm
	· 
	· 

	an advertising or public relations firm
	· 
	· 

	a magazine or newspaper
	· 
	· 

	a radio or TV station 
	· 
	· 


IF ‘YES’ TO ANY OF THE ABOVE, THANK AND TERMINATE
NOTE GENDER, BUT DO NOT ASK.

· male  

· female 

RECRUIT A MIX

3a.
Which of the following best describes you…READ LIST

· Student   ( SKIP TO Q3B
· Recent graduate ( SKIP TO Q3D
· Employer ( SKIP TO Q8
· None of the above ( THANK AND TERMINATE
WATCH QUOTAS

3b. Are you currently enrolled in…
· High school
· College/University
WATCH QUOTAS

3c.  Do you intend on returning to school next academic year?

· Yes

· No ( If no, it is okay, but the participant cannot be older than 30 y.o.
3d. What is your current age? 

· Under 18 ( THANK AND TERMINATE

· 18-30 ( CONTINUE

· Over 30 ( THANK AND TERMIANTE

3e.  What is your first official language / the language you speak most often? 

· English 

· French ( RECRUIT FOR FRENCH-LANGUAGE INTERVIEWS

· Other ( THANK AND TERMINATE 

4. Do you plan on, or are you actively seeking employment or an internship in the next 3 months? 

· Yes

· No ( THANK AND TERMINATE
5.
Which of the following resources do you plan to use in your search for employment/internships? Read list. Check all that apply
· Library

· Internet

· Newspaper

· Family/Friends

IF ‘INTERNET’ NOT CHECKED, THANK AND TERMINATE

6.
In what fields are you looking for employment… 

· Something related to your field of study ( RECORD FIELD OF STUDY, THEN PROCEED TO NEXT QUESTION ___________
· Professional or career-oriented – RECORD TYPE OF CAREER, THEN PROCEED TO NEXT QUESTION_______________
· Anything that makes me money ( THANK AND TERMINATE
7.
Do you plan to pursue any of the following possible employment options?  CHECK ALL THAT APPLY. 

· Working in an environment where French/English is used to help build your language skills.

· Participating in tasks related to saving preserving and promoting Canadian cultural heritage.

· Working with urban Aboriginal youths by organizing tasks such as recreational, sports-related and cultural.

· None of the above ( THANK AND TERMINATE
8.  Do you belong to any of the following groups?
· Aboriginal 
· Metis 

· Inuit 
· None of the above ( PROCEED TO Q10
9.  Do you currently reside in an urban centre?

· Yes

· No ( THANK AND TERMINATE
10. Which of the following disciplines are you currently <enrolled in / recently graduated from>? 

· Arts/Humanities

· Sciences

· Business

· Social Sciences

· Technical trade

· Other __________

12.
Have you, or are you planning on hiring any summer students or interns in the next 3 months?

· Yes

· No ( THANK AND TERMINATE
13.
Which of the following best describes your organization?

· An Aboriginal Friendship Centre /  Provincial/Territorial Association affiliated with the National Association of Friendship Centres  

· A cultural and/or heritage organization such as museums, libraries, or educational institutions 

· An organization in which its activities are conducted or plan to be conducted in both official languages

· An organization that promotes or serves an official language minority group

· None of the above ( THANK AND TERMINATE
RECRUIT A MIX

14a.
Have you ever heard of the government program “Young Canada Works”?

· Yes

· No ( GO TO Q15
· Don’t know

14b. Have you ever applied to this program / to a job through this program? 

· Yes

· No ( GO TO Q15
14c. Was your most recent experience with this program before or after January 2004

· Before January 2004 

· January 2004 or after ( THANK AND TERMINATE

15.
Have you participated in a focus group or in-person market research interview within the past year?

· Yes ( THANK AND TERMINATE
· No

Thanks for agreeing to participate in this research.

Would you be available to speak to us on (DATE/TIME________________________)?

The interview will be conducted at (SEE BELOW).  During the interview you would be asked to visit a Government  website, and discuss your experience.  If you require glasses while using the internet please bring them with you.  Your comments will be recorded, for reporting purposes.  Bear in mind, all of your comments will be treated anonymously. 

I will need to collect your contact information.

Record information below.  Confirm spelling of all names!
contact name:          

organization (employers):                     

phone #:                       

e-mail:  

Interview date: 

Interview time: 

QUOTAS

	
	Student


	Recent Graduates
	Employers

	French
	3
	1
	2

	English
	1
	0
	1

	Totals
	5
	3


· Gender recruit close to half and half
· Disciplines –mix 
· Employers: mix of Q13 

· Between 5-6 interviews to be conducted with French “mother tongue” respondents in Ottawa.  These must include at least 2 interviews with employers. 

	OTTAWA: March 23-24

Phase 5

109 Murray St, Suite 4

 (613) 241-7555


	


Recruiting Screener – French.

Young Canada Works

Recruiting Screener

All instructions appear in bold letters.

Do not read them to the respondent.

Introduction

Bonjour. Mon nom est _____________ et j’appelle de Phase 5, une entreprise de recherche indépendante. Nous avons été engagés pour mener une étude au nom de Patrimoine canadien, un ministère du gouvernement du Canada. Patrimoine canadien gère des programmes d’emploi pour aider les étudiants et les jeunes diplômés à trouver des emplois correspondant à leurs choix de carrière dans les établissements du patrimoine, les centres autochtones et le secteur des langues officielles.  

Un outil important pour les candidats et les employeurs qui souhaitent profiter de ce programme est le site Web « JeunesseCanadaautravail.gc.ca », destiné à la fois aux employeurs et aux candidats potentiels. 

Nous voulons aider Patrimoine canadien à améliorer le site en s’assurant que la conception et le contenu répondent aux besoins des différents utilisateurs.  

Vos commentaires permettront au ministère d’orienter le développement du site afin qu’il réponde aux besoins en matière de contenu et de fonctionnalité des visiteurs comme vous. 

L’étude consistera en une entrevue d’une heure à notre bureau du centre-ville. Chaque participant recevra une prime de 75 $ en guise de remerciement. Durant l’entrevue, vous serez invité à visiter un site Web du gouvernement du Canada et à discuter de votre expérience. Tous les renseignements recueillis durant la séance demeureront confidentiels. 
1.
Accepteriez-vous de participer à une entrevue?  

· Oui  
· Non  ( THANK AND TERMINATE
Excellent! J’aimerais vous poser quelques questions pour m’assurer que nous avons un groupe représentatif de participants. Ces renseignements demeureront entièrement confidentiels. 

2. Est-ce que vous ou d’autres membres de votre famille immédiate travaillez pour ou offrez des services de consultation à…

	
	oui
	non

	une entreprise d’étude de marché
	· 
	· 

	un service de marketing
	· 
	· 

	un concepteur de sites Web
	· 
	· 

	une entreprise de publicité ou de relations publiques
	· 
	· 

	une revue ou un journal
	· 
	· 

	une station de radio ou de télévision 
	· 
	· 


IF ‘YES’ TO ANY OF THE ABOVE, THANK AND TERMINATE
NOTE GENDER, BUT DO NOT ASK.

· male  

· female 

RECRUIT A MIX

3a.
Laquelle de ces catégories vous décrit le mieux? READ LIST

· Étudiant   ( SKIP TO Q3B
· Récent diplômé ( SKIP TO Q3D
· Employeur ( SKIP TO Q8
· Aucune de ces réponses ( THANK AND TERMINATE
WATCH QUOTAS
3b. Fréquentez-vous actuellement…

· une école secondaire
· un collège ou une université
WATCH QUOTAS

3c.  Avez-vous l’intention de retourner aux études à la prochaine année scolaire?
· Oui

· Non ( If no, it is okay, but the participant cannot be older than 30 y.o.
3d. Quel âge avez-vous? 

· Moins de 18 ans ( THANK AND TERMINATE

· 18-30 ans ( CONTINUE

· Plus de 30 ans ( THANK AND TERMIANTE

3e.  Quelle est votre première langue officielle, celle que vous parlez le plus souvent?  

· Anglais  

· Français ( RECRUIT FOR FRENCH-LANGUAGE INTERVIEWS

· Autre ( THANK AND TERMINATE 

4. Prévoyez-vous chercher un emploi au cours des 3 prochains mois ou êtes-vous activement à la recherche d’un emploi? 

· Oui

· Non ( THANK AND TERMINATE
5.
Lesquelles de ces sources prévoyez-vous consulter pour votre recherche d’emploi ou de stage? Read list. Check all that apply
· Bibliothèque 

· Internet

· Journaux

· Famille et amis

IF ‘INTERNET’ NOT CHECKED, THANK AND TERMINATE

6.
Dans quel domaine cherchez-vous un emploi?  

· Domaine lié à votre champ d’études ( RECORD FIELD OF STUDY, THEN PROCEED TO NEXT QUESTION ___________
· Domaine professionnel ou axé sur la carrière – RECORD TYPE OF CAREER, THEN PROCEED TO NEXT QUESTION_______________
· Tout emploi qui est rémunéré ( THANK AND TERMINATE
7.
Prévoyez-vous explorer l’un ou l’autre de ces choix de carrière? CHECK ALL THAT APPLY. 

· Travail dans un environnement où le français ou l’anglais est utilisé pour vous aider à perfectionner vos compétences linguistiques 

· Participation à des activités visant à sauvegarder, à maintenir et à promouvoir le patrimoine culturel canadien 

· Travail avec les jeunes Autochtones en organisant des activités sportives, culturelles ou de loisirs 

· Aucune de ces réponses ( THANK AND TERMINATE
8.  Faites-vous partie de l’un ou l’autre de ces groupes?
· Autochtones 
· Métis 

· Inuits 
· Aucune de ces réponses ( PROCEED TO Q10
9.  Habitez-vous actuellement dans un centre urbain?

· Oui

· Non ( THANK AND TERMINATE
10. Dans laquelle de ces disciplines êtes-vous <inscrit / récemment diplômé>? 

· Arts/lettres et sciences humaines

· Sciences

· Administration 

· Sciences sociales

· Métier technique

· Autre : __________

12.
Avez-vous déjà embauché ou prévoyez-vous embaucher des étudiants ou stagiaires d’été au cours des 3 prochains mois? 

· Oui

· Non ( THANK AND TERMINATE
13.
Laquelle de ces catégories décrit le mieux votre organisation? 
· Centre d’amitié autochtone / association provinciale ou territoriale affiliée à l’Association nationale des centres d’amitié  

· Organisme culturel ou de mise en valeur du patrimoine comme un musée, une bibliothèque ou un établissement d’enseignement  

· Organisme dont les activités sont menées ou planifiées dans les deux langues officielles 

· Organisme qui sert ou qui défend les intérêts d’un groupe minoritaire d’une langue officielle 

· Aucune de ces réponses ( THANK AND TERMINATE
RECRUIT A MIX

14a.
Avez-vous déjà entendu du programme gouvernemental « Jeunesse Canada au travail »? 
· Oui

· Non ( GO TO Q15
· Ne sait pas

14b. Vous êtes-vous déjà inscrit à ce programme ou trouvé un emploi grâce à ce programme?  

· Oui

· Non ( GO TO Q15
14c. Est-ce que votre plus récente expérience avec ce programme remonte avant ou après janvier 2004?

· Avant janvier 2004 

· Janvier 2004 ou après ( THANK AND TERMINATE

15.
Au cours de la dernière année, avez-vous participé à une discussion de groupe ou à une entrevue personnelle dans le cadre d’une étude de marché?
· Oui ( THANK AND TERMINATE
· Non

Merci d’avoir accepté de participer à l’étude. 

Seriez-vous libre pour vous entretenir avec nous le  (DATE/TIME________________________)?

L’entrevue aura lieu à (SEE BELOW). Durant la séance, vous serez invité à visiter un site Web gouvernemental et à discuter de votre expérience. Si vous avez besoin de lunettes pour utiliser l’Internet, veuillez les apporter. Vos commentaires seront enregistrés à des fins de rédaction de rapport. N’oubliez pas que tous vos commentaires demeureront confidentiels.  

J’aurais besoin de recueillir vos coordonnées. 
Record information below.  Confirm spelling of all names!
contact name:          

organization (employers):                     

phone #:                       

e-mail:  

Interview date: 

Interview time: 

QUOTAS

	
	Student


	Recent Graduates
	Employers

	French
	3
	1
	2

	English
	1
	0
	1

	Totals
	5
	3


· Gender recruit close to half and half
· Disciplines –mix 
· Employers: mix of Q13 

· Between 5-6 interviews to be conducted with French “mother tongue” respondents in Ottawa.  These must include at least 2 interviews with employers. 

	OTTAWA: March 23-24

Phase 5

109 Murray St, Suite 4

 (613) 241-7555


	


Interview Guides – English.

Young Canada Works Web Site Usability Research

Interview Guide – CANDIDATES
	1.0  Introduction (3 minutes)


My name is _________________.  I am with Phase 5, an independent marketing research company.  I would like to thank you for participating in this interview.

As you probably know, our firm has been hired by the Government of Canada to conduct research to test a web site targeted at employers and young job seekers.  The research will help ensure that the site is easy to use and that it meets your expectations in terms of the types of content and services available.

There are a few things that I would like to mention before we proceed.

· First, I would like to stress that your participation is completely voluntary and your decision to participate will not affect any dealings you may have with the federal government.  The information is being collected under the authority of the Privacy Act and other applicable privacy laws.  The full names of participants will not be provided to the government or any other third party.  

· I would like to record the session, provided that you have no objections.  This is standard procedure that will help us in writing the report. 

· As you may have guessed, there are people behind the mirror.  They are representatives from Canadian Heritage who are responsible for the site we will be viewing.  It helps for them to hear suggestions first hand so that they can make necessary changes to the site.

· I am not an employee of the Government of Canada and may not be able to answer all of your questions related to the site.  If you have specific questions or requests for information, I’d be happy to put you in touch with a government representative.
· The interview should last about one hour.  We will begin by discussing your use of the Internet, following which I will ask you to use the web site and comment on it as you do so.
	2.0  Warm-up/ Profile (5 minutes)


Before we look at the web site, I’d like you to start by telling me a little bit about yourself.

2.1
What do you do at the present time?


If student, probe:

· Program, school, year of studies

· Plans after graduation

· Plans for the summer – type of employment sought

If graduate, probe:

· When graduated, from which program and school

· Current job, if any

· Type of job sought or wish to change to

2.2
In a typical week, about how much time do you spend using the Internet (excluding e-mail)?
2.3 What do you use the Internet for?  Which sites do you visit most often?

2.4 Which information sources have you used recently to look for a job?  Probe for on and offline sources.
· In particular, have you used any Government of Canada resources while job-hunting?  If so:  Which ones?

2.5 Are you aware of any Government of Canada employment programs that you may qualify for?  If so:  Which one(s)?  How did you hear about this program?  Did you apply to the program?  Why/ why not?

Probe on any knowledge of Young Canada Works program in particular.

	3.0  Navigating to YCW (5 minutes)


Let’s now turn to the computer…

3.1
Imagine that you’d heard from a friend that the Government of Canada offers an online service to help students find internships or summer jobs in their field of interest or to work in other parts of Canada or abroad.  How would you use the Internet to find more information on the service?

Have the browser set to msn.ca or sympatico.ca by default.  Allow the respondent to search for a few minutes but keep brief.  Note which search engine is chosen, if any, and the search terms entered.

	4.0  First Impressions of YCW (5 minutes)


If respondent does not find site on their own:  Let me show you the website we’ll be reviewing today.

Interviewer to open YCW site:

www.youngcanadaworks.gc.ca
Interviewer to allow participant to scan homepage without clicking any links.

Before clicking on any links…
4.1
What is your first impression of this page?


Probe:

· Who would you say the site is intended for?  Why?  What elements give you that impression?

· Is it clear who developed this site?  How can you tell?

· Do you think the page conveys the right image?  Explain.

4.2

Based on the titles that you see, does the site appear to have the kind of information that you would expect to find on a Government of Canada site for young job seekers?  Why/ why not?

	5.0  Usability Scenarios (25 minutes)


I would now like to have you try to use the Young Canada Works site to find information relevant to you.  We are by no means testing you or your Internet ability – we simply want to see how well the site works for you and how we might make it easier to use.

Please use the site as you normally would but try to “think out loud” and say everything that comes to mind as you navigate through the site.  For instance, if something is confusing, please say so or if something is clear and easy to follow, please let me know that as well.

Interviewer to use the information retrieval tracking sheets (see last page of guide) to:

· Track the steps taken by respondents in their efforts to complete the task

· Note any issues uncovered as respondents navigate through the site

· Note visual cues such as confusion, impatience, frustration, hesitation, concentration.

Goal-based scenario:

5.1
Thinking of your own profile and preferences, please use the site to determine whether or not this service could help you find a job.

Review the steps taken and discuss the pages viewed.  Probe on initial choice from homepage and on any steps that seemed problematic.

· Was it apparent where to start your search/ what options you had from the homepage?  If not: What was unclear?

· Did you notice anything confusing or unclear as you completed the exercise?  Please explain.

· Were there any terms that were hard to understand?

· How helpful is the information that you found?  Why do you say that?
5.2
Based on your experience so far, what changes would you propose, if any, to make it easier to find information or to understand the programs presented?

Have interviewee respond to each of the following sections either from their experience with the site during the goal-based scenario (respondent should still show the interviewer where on the site they found the relevant information) or as a separate task on the spot.

General program information and eligibility:

5.3
Are you eligible for any of the programs described on the site?  Which one(s)?  How do you know?

5.4
Which program would you be most interested in?  Why?  Focus on this program for remaining tasks.  Strive to use a variety of programs across respondents.

· In your own words, what is the main purpose of this program?

· Would you need any further information, other than what you have seen so far, to know whether this program would be of interest to you?

Applying to program and profile update:
5.5
What would you need to do to get a job through this program?  Probe:  How would you apply to this program?

Have respondent work through the online application, probing on clarity and ease of use.

· How easy or difficult would you say it was to apply for the program?

· To what extent would you be comfortable submitting the information requested online?

· What would you do if you were unsure how to answer one of the questions on the application?

· What do you expect to happen next?  What would you do after submitting the application?

5.6
Let’s say that as you continued to search for a job your phone number changed.  How could you update your phone number for this program?

Finding a job and ‘applying’:

5.7 How could you see if there were any jobs of interest to you through this program?

· Would you need any additional information to know whether this job would be of interest to you?  If yes:  What more would you need to know?

· How easy or difficult is it to search through the jobs?  Would you add any search criteria?

5.8 If you wished to be considered for one of the jobs you see here (choose specific job), what would you do?  What would you expect to happen next?

Once hired:

Section is time permitting.

5.9 Suppose you were interviewed and hired for a job in Saskatoon that you saw on this site.  Would you need to do anything else before starting to work?

Review clarity and usefulness of Job Checklist.

	6.0  Detailed Site Review (15 minutes)


Homepage:

I would now like to go back and review specific aspects of the YCW site in detail, starting with the homepage.  

6.1 What is your overall impression of this page?

· If you arrived at this page while surfing, how likely would you be to stop and read it?  Why do you say that?

6.2 How do you find the look and feel of the YCW site?  Would you make any changes to improve the appearance of this page?

Probe on:

· Colours

· Images

· Legibility of fonts

· Layout

· Amount of information
6.3
What other information could be added to the homepage to help visitors understand or apply to these programs?  Is there anything else you would like to be able to do on the site, any tools or functionality that should be added?

Inside pages:
Review any of the following pages that were not covered during the information retrieval exercises, time permitting.

· Program Summary

· Testimonials

· Links page
· About Us

· FAQ
For each section covered, probe on:

· Clarity of title/ label

· Clarity of landing page links/ text

· Layout, look & feel of landing page
· Usefulness, completeness of content
	7.0  Wrap-up (5 minutes)


7.1 How likely is it that you will return to this site? 

· If likely: What would you come to the site for?

7.2
To sum up, what would you say are the top 2 or 3 changes or enhancements you would recommend to the YCW site?  

Check with observers for any additional questions.

Thank you for your time!
Information Retrieval Exercise Recording Sheet

	RECORD EXERCISE:




	Steps
	Description of Steps / Comments

	Step 1
	

	Step 2
	

	Step 3
	

	Step 4
	

	Step 5
	

	Step 6
	

	Step 7
	

	Step 8
	

	Step 9
	

	Step 10
	


Young Canada Works - Web Site Usability Research

Interview Guide - EMPLOYERS

	1.0  Introduction (3 minutes)


My name is _________________.  I am with Phase 5, an independent marketing research company.  I would like to thank you for participating in this interview.

As you probably know, our firm has been hired by the Government of Canada to conduct research to test a web site targeted at employers and young job seekers.  The research will help ensure that the site is easy to use and that it meets your expectations in terms of the types of content and services available.

There are a few things that I would like to mention before we proceed.

· First, I would like to stress that your participation is completely voluntary and your decision to participate will not affect any dealings you may have with the federal government.  The information is being collected under the authority of the Privacy Act and other applicable privacy laws.  The full names of participants will not be provided to the government or any other third party.  

· I would like to record the session, provided that you have no objections.  This is standard procedure that will help us in writing the report. 

· As you may have guessed, there are people behind the mirror.  They are representatives from Canadian Heritage who are responsible for the site we will be viewing.  It helps for them to hear suggestions first hand so that they can make necessary changes to the site.

· I am not an employee of the Government of Canada and may not be able to answer all of your questions related to the site.  If you have specific questions or requests for information, I’d be happy to put you in touch with a government representative.
· The interview should last about one hour.  We will begin by discussing your use of the Internet, following which I will ask you to use the web site and comment on it as you do so.
	2.0  Warm-up/ Profile (5 minutes)


Before we look at the web site, I’d like you to start by telling me a little bit about yourself.

2.1 Where do you work?  What is your role within that organization?

2.2
What is you role specifically with regard to hiring and human resources issues?

2.3
In a typical week, about how much time do you spend using the Internet (excluding e-mail)?

2.4
What do you use the Internet for?  Which sites do you visit most often?

2.5
Which information sources have you used recently to find and hire employees?

· Have you ever hired students for the summer?  If yes:  How did you find them?

· What about interns?  Has anyone done an internship at your organization in the past?  If yes:  How did you find suitable interns?

· Have you used any Government of Canada resources to locate potential candidates?  If so:  Which ones?

2.6 Are you aware of any Government of Canada hiring/ employment programs that your organization may qualify for or do you currently participate in any such program?

· If so:  Which one(s)?  How did you hear about this program?

· If aware but not participating:  Did you apply to the program?  Why/ why not?

Probe on knowledge of/ participation in Young Canada Works program in particular.

	3.0  Navigating to YCW (4 minutes)


Let’s now turn to the computer…

3.1
Imagine that you’d heard from a colleague that the Government of Canada offers a program to help organizations such as yours find and hire interns or summer students.  How would you use the Internet to find more information on the program?

Have the browser set to msn.ca or sympatico.ca by default.  Allow the respondent to search for a few minutes but keep brief.  Note which search engine is chosen, if any, and the search terms entered.

	4.0  First Impressions of YCW (3 minutes)


If respondent does not find site on their own:  …Let me show you the website we’ll be reviewing today.

Interviewer to open YCW site:

www.youngcanadaworks.gc.ca
Interviewer to allow participant to scan homepage without clicking any links.

Before clicking on any links…
4.1
What is your first impression of this page?


Probe:

· Who would you say the site is intended for?  Why?  What elements give you that impression?

· Is it clear who developed this site?  How can you tell?

· Do you think the page conveys the right image?  Explain.

4.2

Based on the titles that you see, does the site appear to have the kind of information that you would expect to find on a Government of Canada site for a hiring program?  Why/ why not?

	5.0  Usability Scenarios (30 minutes)


I would now like to have you try to use the Young Canada Works site to find information relevant to you.  We are by no means testing you or your Internet ability – we simply want to see how well the site works for you and how we might make it easier to use.

Please use the site as you normally would but try to “think out loud” and say everything that comes to mind as you navigate through the site.  For instance, if something is confusing, please say so or if something is clear and easy to follow, please let me know that as well.

Interviewer to use the information retrieval tracking sheets (see last page of guide) to:

· Track the steps taken by respondents in their efforts to complete the task

· Note any issues uncovered as respondents navigate through the site

· Note visual cues such as confusion, impatience, frustration, hesitation, concentration.

Goal-based scenario:

5.1
Thinking of the needs and characteristics of your organization, please use the site to determine whether or not this service could help you locate and hire suitable employees.

Review the steps taken and discuss the pages viewed.  Probe on initial choice from homepage and on any steps that seemed problematic.

· Was it apparent where to start your search/ what options you had from the homepage?  If not: What was unclear?

· Did you notice anything confusing or unclear as you completed the exercise?  Please explain.

· Were there any terms that were hard to understand?

· How helpful is the information that you found?  Why do you say that?
5.2
Based on your experience so far, what changes would you propose, if any, to make it easier to find information or to understand the programs presented?

Have interviewee respond to each of the following sections either from their experience with the site during the goal-based scenario (respondent should still show the interviewer where on the site they found the relevant information) or as a separate task on the spot.

General program information and eligibility of employer:

5.3
Would your organization eligible for any of the programs described on the site?  Which one(s)?  How do you know?  How are organizations chosen to participate?

5.4
Which program would you be most interested in?  Why?  Focus on this program for remaining tasks.  Strive to use a variety of programs across respondents.

· In your own words, what is the main purpose of this program?

· Would you need any further information, other than what you have seen so far, to know whether this program would be of interest to you for your organization?

Have respondent scan Terms & Conditions section.  Probe on clarity (select part of document to read in detail), layout, and placement on site.

Applying to program and profile update:
5.5
What would you need to do to hire a student/ intern through this program?  Probe:  How would you apply to this program?

Have respondent open and briefly review the employer application, probing on clarity.

· Which sections of the application would you need to fill out?

· How easy or difficult do you think it would be to apply to this program?

· What would you do if you were unsure how to answer one of the questions on the application?

· Does respondent know to refer to the Employer’s Guide?

· Can respondent locate contact information for YCW?
· What would you do with your completed application?

5.6
The Government of Canada is considering making it possible for employers to complete and submit their applications online, through this site.  What do you think of this?  Would you have any concerns about applying online?

Posting job description/ consult list of candidates:

5.7
Let’s assume that your organization has been accepted for the program you applied for.  What would you do next to locate a potential summer student/ intern?  On sign in page, provide log in info to be used for testing.

· Is there anything else you could do?  Probe for awareness of both options – posting a job description and consulting list of candidates.
5.8 Review job posting process for clarity, ease of use.

· Is there anything else you would like to be able to tell potential candidates about the job or your organization?

· Is it clear how you will receive responses to the job ad you post?

5.9 Review list of candidates for clarity, completeness of candidate profile.

· Is there anything else you would like to know about the candidates at this point?

5.10
Suppose you were looking through the list and saw a student/ graduate who appeared to be the ideal candidate.  What would you do?

	6.0  Homepage Review (10 minutes)


I would now like to go back and have us take a closer look at the site’s homepage…

6.1
What is your overall impression of this page?

· If you arrived at this page while surfing, how likely would you be to stop and read it?  Why do you say that?

6.2
What is your impression of the look and feel of the Young Canada Works site?  Would you make any changes to improve the appearance of this page?

Probe on:

· Colours

· Images

· Legibility of fonts

· Layout

· Amount of information
6.3 On the left menu, are any of the terms used unclear to you?  Probe for expectations, understanding of main menu links.
· Would respondent expect/ value employer testimonials, checklist, links?
6.4
What other information could be added to the homepage to help organizations understand or apply to these programs?  Is there anything else you would like to be able to do on the site, any tools or functionality that should be added?

	7.0  Wrap-up (5 minutes)


7.1
How likely is it that you will return to this site? 

· If likely: What would you come to the site for?

7.2 To sum up, what would you say are the top 2 or 3 priority changes or enhancements your would recommend to the YCW site?  

Check with observers for any additional questions.

Thank you for your time!
Information Retrieval Exercise Recording Sheet
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Interview Guides – French.

Jeunesse Canada au travail  - Étude d’utilisation du site Web 

Guide d’entretien avec les CANDIDATS

	1.0  Introduction (3 minutes)


Mon nom est _________________ et je suis de Phase 5, une entreprise indépendante d’étude de marché. Je vous remercie d’avoir accepté de participer à l’entrevue. 

Comme vous le savez sans doute, le gouvernement du Canada  a fait appel à nous pour mener une étude en vue de tester un site Web destiné aux employeurs et aux jeunes chercheurs d’emplois. Les résultats nous permettront de faire en sorte que le site soit facile à utiliser et qu’il réponde à vos attentes quant au type de contenu et aux services offerts. 

Avant de commencer, j’aimerais attirer votre attention sur certains points.    
· Tout d’abord, je tiens à souligner que votre participation est entièrement volontaire et que votre décision de participer n’influencera d’aucune façon vos rapports avec le gouvernement fédéral. Les renseignements sont recueillis conformément à la Loi sur la protection des renseignements personnels et aux autres lois applicables en matière de protection de la vie privée. Les noms et prénoms des participants ne seront pas divulgués au gouvernement ou à des tierces parties.   

· Si vous n’y voyez aucun inconvénient, j’aimerais enregistrer la séance. Il s’agit d’une pratique courante qui nous aidera à rédiger notre rapport.   

· Comme vous l’avez peut-être deviné, des personnes se trouvent derrière le miroir d’observation. Ce sont des représentants de Patrimoine canadien qui sont chargés de la gestion du site que nous examinerons. Ils leur sera utile d’entendre vos commentaires puisqu’ils leur permettront d’apporter les changements nécessaires au site.  
· Je ne suis pas un employé du gouvernement du Canada et je ne serai peut-être pas en mesure de répondre à toutes vos questions sur le site. Si vous avez des questions précises ou si vous avez besoin d’information, je me ferai un plaisir de vous mettre en contact avec un représentant du gouvernement.     
· L’entrevue devrait durer environ une heure. Nous discuterons d’abord de votre utilisation de l’Internet, puis je vous demanderai d’utiliser le site et de me faire vos commentaires. 
	2.0  Questions préliminaires / profil (5 minutes)


Avant d’examiner le site, j’aimerais que vous me parliez un peu de vous.   

2.1
Quelle est votre occupation actuelle? 

Pour les étudiants, demandez : 

· Programme, école, année d’études

· Plans après l’obtention du diplôme

· Plans pour la période estivale  – type d’emploi recherché 
Pour les diplômés, demandez : 

· Année d’obtention du diplôme, programme et école

· Emploi actuel s’il y a lieu 

· Type d’emploi recherché ou désir de changer pour quel emploi
2.2
Durant une semaine normale, environ combien d’heures passez-vous à naviguer sur Internet (à l’exception du courriel)? 

2.3 Pour quelles raisons utilisez-vous l’Internet? Quels sites visitez-vous le plus             souvent? 

2.4
Quelles sources d’information avez-vous récemment consultées pour effectuer une recherche d’emploi? Approfondir : sources en ligne et hors ligne.
· Avez-vous utilisé des ressources du gouvernement du Canada pendant votre recherche d’emploi? Si oui : Lesquelles? 

2.5
Connaissez-vous des programmes du gouvernement du Canada auxquels vous pourriez être admissibles? Si oui :  Lesquels? Comment avez-vous entendu parler de ces programmes? Vous êtes-vous inscrit à ces programmes? Pourquoi ou pourquoi pas? 
Approfondir : Connaissance du programme « Jeunesse Canada au travail » en particulier.
	3.0  Navigation sur le site JCT (5 minutes)


Tournons-nous maintenant vers l’ordinateur. 

3.1
Supposons qu’un ami vous ait mentionné que le gouvernement du Canada offre un service en direct pour aider les étudiants à trouver des stages ou des emplois d’été dans leur domaine d’intérêt ou à travailler dans une autre province du Canada ou à l’étranger. Comment utiliseriez-vous l’Internet pour obtenir plus d’information sur ce service? 
Réglez le navigateur sur msn.ca ou sympatico.ca par défaut. Laissez seulement quelques minutes au participant pour faire la recherche. Notez le moteur de recherche choisi, s’il y a lieu, et les mots-clés utilisés. 

	4.0  Premières impressions du site JCT (5 minutes)


Si le participant ne trouve pas lui-même le site :  Laissez-moi vous présenter le site Web que nous examinerons aujourd’hui. 
L’intervieweur ouvre le site JCT :

www.youngcanadaworks.gc.ca
Permettez au participant d’examiner la page d’accueil sans cliquer sur aucun lien. 

Avant de cliquer sur un des liens…
4.1
Dites-moi quelle est votre première impression de cette page. 


Approfondir :

· À votre avis, à qui s’adresse ce site? Pourquoi? Quels sont les éléments qui vous donnent cette impression?

· Est-ce que le concepteur du site est évident? Comment le savez-vous? 

· Croyez-vous que la page transmet la bonne image? Expliquez-moi. 

4.2

Compte tenu des titres que vous voyez, est-ce que le site semble contenir le type d’information que vous espéreriez trouver sur un site du gouvernement du Canada destiné aux jeunes chercheurs d’emplois? Pourquoi ou pourquoi pas?   

	5.0  Scénarios d’utilisation (25 minutes)


Je vous demanderais maintenant d’utiliser le site « Jeunesse Canada au travail » pour trouver de l’information qui s’applique à votre situation. Nous n’avons pas l’intention de mettre à l’épreuve vos capacités, Internet ou autres – nous voulons simplement savoir si le site fonctionne bien pour vous et comment nous pourrions le rendre plus convivial.     

Veuillez utiliser le site comme vous le feriez normalement. Je vous demande cependant de « penser tout haut » et de dire tout ce qui vous vient à l’esprit pendant que vous naviguer sur le site. Par exemple, si vous voyez quoi que ce soit qui prête à confusion, dites-le. Si vous voyez des choses faciles à comprendre et à faire, dites-le aussi.  
L’intervieweur utilise les feuilles de suivi de la recherche d’information (dernière page du guide) pour :

· Noter les étapes suivies par le participant durant les exercices

· Noter tout problème découvert lors de la navigation sur le site 

· Noter les indices visuels comme la confusion, l’impatience, la frustration, l’hésitation et la concentration.

Scénario basé sur l’objectif :

5.1
En pensant à votre propre profil et à vos préférences, utilisez le site pour déterminer si ce service pourrait vous aider à trouver un emploi.
Revoyez les étapes suivies et discutez des pages examinées. Posez des questions supplémentaires sur le choix initial à partir de la page d’accueil et sur les autres étapes qui ont semblé problématiques. 

· Avez-vous bien compris où vous deviez commencer vos recherches et quelles étaient les options qui vous étaient offertes sur la page d’accueil? Si non : Qu’est-ce que vous n’avez pas compris? 

· En faisant l’exercice, avez-vous remarqué quoi que ce soit qui prêtait à confusion ou qui n’était pas clair? Expliquez-moi. 

· Y a-t-il des termes qui étaient difficiles à comprendre? 

· À quel point l’information que vous avez trouvée vous a-t-elle été utile? Pourquoi dites-vous cela? 
5.2
Compte tenu de votre expérience jusqu’à présent, quels changements suggéreriez-vous, s’il y a lieu, pour faciliter la recherche d’information ou pour mieux comprendre les programmes qui sont offerts?    
Demandez au participant de répondre aux questions suivantes en se fiant à leur expérience avec le site durant le scénario basé sur l’objectif (le participant devrait quand même expliquer à l’intervieweur de quelle façon il a trouvé l’information sur le site) ou comme exercice distinct. 

Renseignements généraux sur le programme et admissibilité :

5.3
êtes-vous admissible à l’un ou l’autre des programmes présentés sur le site? Lesquels? Comment le savez-vous? 

5.4
Quel est le programme qui vous intéresse le plus? Pourquoi? Concentrez-vous sur ce programme pour les autres exercices. Efforcez-vous d’utiliser une variété de programmes pour tous les participants.
· Dans vos propres mots, expliquez-moi le but principal de ce programme.  

· Auriez-vous besoin de renseignements supplémentaires, autres que ceux que vous avez vus jusqu’à présent, pour savoir si ce programme pourrait vous intéresser?  
Inscription au programme et mise à jour du profil :
5.5
Que devez-vous faire pour obtenir un emploi avec ce programme? Approfondir :  Que feriez-vous pour vous inscrire à ce programme? 
Permettez au participant de suivre la procédure de demande en ligne et questionnez-le sur la clarté et la facilité d’utilisation.  

· À quel point était-ce facile ou difficile de vous inscrire au programme? 

· Dans quelle mesure seriez-vous à l’aise de fournir les renseignements exigés en ligne? 

· Que feriez-vous si vous ne saviez pas comment répondre à l’une des questions du formulaire? 

· Qu’espéreriez-vous qu’il se passe ensuite? Que feriez-vous après avoir soumis la demande?  

5.6
Supposons que vous continuiez à chercher un emploi et que votre numéro de téléphone a changé. Que feriez-vous pour signaler ce changement au  programme?  
Trouver et postuler un emploi :

5.7
Comment feriez-vous pour savoir si ce programme offre des emplois qui pourraient vous intéresser? 

· Auriez-vous besoin de renseignements supplémentaires pour savoir si cet emploi pourrait vous intéresser? Si oui :  Quels sont les autres renseignements dont vous auriez besoin? 
· À quel point est-ce facile ou difficile d’effectuer une recherche d’emploi? Ajouteriez-vous des critères de recherche? 

5.8
Si vous souhaitiez qu’on retienne votre candidature pour l’un ou l’autre des emplois présentés ici (choisir un emploi particulier), que feriez-vous? Qu’espéreriez-vous qu’il se passe par la suite? 
Une fois embauché :

Posez si le temps le permet. 
5.9
Supposons que vous passiez une entrevue et que vous soyez embauché pour un emploi à Saskatoon que vous avez vu sur le site. Y a-t-il autre chose que vous seriez tenu de faire avant de commencer à travailler? 

Examinez la clarté et l’utilité de l’aide-mémoire. 

	6.0  Examen détaillé du site (15 minutes)


Page d’accueil :
J’aimerais maintenant retourner examiner plus en détail certains aspects du site                 « Jeunesse Canada au travail », en commençant par la page d’accueil.    

6.1
Que pensez-vous de cette page?

· Si vous arriviez sur cette page en naviguant, dans quelle mesure est-ce probable que vous vous arrêteriez pour la lire? Pourquoi dites-vous cela?         

6.2
Que pensez-vous de l’aspect et de la convivialité du site? Apporteriez-vous des changements pour améliorer l’aspect de cette page? 
Approfondir :

· Couleurs

· Images

· Lisibilité de la police de caractères 

· Mise en page 

· Quantité d’information
6.3
Quels sont les autres renseignements qu’on pourrait ajouter sur cette page pour aider les visiteurs à comprendre ces programmes ou à s’y inscrire? Y a-t-il autre chose que vous aimeriez pouvoir faire sur le site, des outils ou des fonctions que vous aimeriez qu’on ajoute? 

Pages intérieures :
Si le temps le permet, examinez les pages qui n’ont pas été couvertes durant les exercices de recherche d’information. 

· Survol du programme

· Témoignages 

· Liens
· À notre sujet

· FAQ
Approfondir pour chaque section : 

· Clarté du titre

· Clarté des liens et du texte de la page de réception

· Mise en page, aspect et convivialité de la page de réception
· Utilité et intégralité du contenu
	7.0  Conclusion (5 minutes)


7.1
Dans quelle mesure est-ce probable que vous retournerez sur le site?  

· Si probable : Pour quelle raison y retourneriez-vous? 

7.2
En résumé, quels sont les 2 ou 3 changements ou améliorations que vous recommanderiez pour le site « Jeunesse Canada au travail »? 

Demandez aux observateurs s’ils ont d’autres questions. 

Merci de votre collaboration!
Feuille de suivi des exercices de recherche d’information  

	NOTEZ L’EXERCICE :




	Étapes
	Description de l’étape et commentaires

	Étape 1
	

	Étape 2
	

	Étape 3
	

	Étape 4
	

	Étape 5
	

	Étape 6
	

	Étape 7
	

	Étape 8
	

	Étape 9
	

	Étape 10
	


Jeunesse Canada au travail - Étude d’utilisation du site Web 

Guide d’entretien avec les EMPLOYEURS

	1.0  Introduction (3 minutes)


Mon nom est _________________ et je suis de Phase 5, une entreprise indépendante d’étude de marché. Je vous remercie d’avoir accepté de participer à l’entrevue.
Comme vous le savez sans doute, le gouvernement du Canada  a fait appel à nous pour mener une étude en vue de tester un site Web destiné aux employeurs et aux jeunes chercheurs d’emplois. Les résultats nous permettront de faire en sorte que le site soit facile à utiliser et qu’il réponde à vos attentes quant au type de contenu et aux services offerts.
Avant de commencer, j’aimerais attirer votre attention sur certains points.    
· Tout d’abord, je tiens à souligner que votre participation est entièrement volontaire et que votre décision de participer n’influencera d’aucune façon vos rapports avec le gouvernement fédéral. Les renseignements sont recueillis conformément à la Loi sur la protection des renseignements personnels et aux autres lois applicables en matière de protection de la vie privée. Les noms et prénoms des participants ne seront pas divulgués au gouvernement ou à des tierces parties.   
· Si vous n’y voyez aucun inconvénient, j’aimerais enregistrer la séance. Il s’agit d’une pratique courante qui nous aidera à rédiger notre rapport.   
· Comme vous l’avez peut-être deviné, des personnes se trouvent derrière le miroir d’observation. Ce sont des représentants de Patrimoine canadien qui sont chargés de la gestion du site que nous examinerons. Ils leur sera utile d’entendre vos commentaires puisqu’ils leur permettront d’apporter les changements nécessaires au site.  
· Je ne suis pas un employé du gouvernement du Canada et je ne serai peut-être pas en mesure de répondre à toutes vos questions sur le site. Si vous avez des questions précises ou si vous avez besoin d’information, je me ferai un plaisir de vous mettre en contact avec un représentant du gouvernement.     
· L’entrevue devrait durer environ une heure. Nous discuterons d’abord de votre utilisation de l’Internet, puis je vous demanderai d’utiliser le site et de me faire vos commentaires.
	2.0  Questions préliminaires / profil (5 minutes)


Avant d’examiner le site, j’aimerais que vous me parliez un peu de vous.   
2.1
Où travaillez-vous? Quel est votre rôle dans l’organisation? 

2.2
Quel est votre rôle en ce qui concerne l’embauche et les questions liées aux

            ressources humaines?
2.3
Durant une semaine normale, environ combien d’heures passez-vous à naviguer sur Internet (à l’exception du courriel)?

2.4 Pour quelles raisons utilisez-vous l’Internet? Quels sites visitez-vous le plus             souvent?
2.5
Quelles sources d’information avez-vous récemment consultées pour trouver et embaucher des employés?

· Avez-vous déjà embauché des étudiants pour l’été?  Si oui :  Comment les avez-vous trouvés? 

· Qu’en est-il des stagiaires? Y a-t-il des personnes qui ont fait des stages dans votre organisation dans le passé? Si oui :  Comment avez-vous trouvé des stagiaires convenables? 

· Avez-vous utilisé des ressources du gouvernement du Canada pour trouver des candidats potentiels? Si oui : Lesquelles? 

2.6
Connaissez-vous des programmes d’embauche ou d’emploi du gouvernement du Canada auxquels votre organisation pourrait être admissible ou est-ce qu’elle participe déjà à de tels programmes? 
· Si oui :  Lesquels? Comment avez-vous entendu parler de ces programmes?

· Si le participant les connaît, mais n’y participe pas :  Vous êtes-vous inscrit à ces programmes? Pourquoi ou pourquoi pas?

Approfondir : Connaissance ou participation au programme « Jeunesse Canada au travail » en particulier. 

	3.0  Navigation sur le site JCT (4 minutes)


Tournons-nous maintenant vers l’ordinateur.
3.1
Supposons qu’un collègue vous ait mentionné que le gouvernement du Canada offre un programme qui aide les organisations comme la vôtre à trouver et à embaucher des stagiaires ou des étudiants pour l’été. Comment utiliseriez-vous l’Internet pour obtenir plus d’information sur ce programme? 
Réglez le navigateur sur msn.ca ou sympatico.ca par défaut. Laissez seulement quelques minutes au participant pour faire la recherche. Notez le moteur de recherche choisi, s’il y a lieu, et les mots-clés utilisés.
	4.0  Premières impressions du site JCT (3 minutes)


Si le participant ne trouve pas lui-même le site : Laissez-moi vous présenter le site Web que nous examinerons aujourd’hui.
L’intervieweur ouvre le site JCT :
www.youngcanadaworks.gc.ca
Permettez au participant d’examiner la page d’accueil sans cliquer sur aucun lien.

Avant de cliquer sur un des liens…
4.1
Dites-moi quelle est votre première impression de cette page.

Approfondir :

· À votre avis, à qui s’adresse ce site? Pourquoi? Quels sont les éléments qui vous donnent cette impression?

· Est-ce que le concepteur du site est évident? Comment le savez-vous? 

· Croyez-vous que la page transmet la bonne image? Expliquez-moi.

4.2

Compte tenu des titres que vous voyez, est-ce que le site semble contenir le type d’information que vous espéreriez trouver sur un site de programme d’embauche du gouvernement du Canada? Pourquoi ou pourquoi pas?  

	5.0  Scénarios d’utilisation (30 minutes)


Je vous demanderais maintenant d’utiliser le site « Jeunesse Canada au travail » pour trouver de l’information qui s’applique à votre situation. Nous n’avons pas l’intention de mettre à l’épreuve vos capacités, Internet ou autres – nous voulons simplement savoir si le site fonctionne bien pour vous et comment nous pourrions le rendre plus convivial.     

Veuillez utiliser le site comme vous le feriez normalement. Je vous demande cependant de « penser tout haut » et de dire tout ce qui vous vient à l’esprit pendant que vous naviguer sur le site. Par exemple, si vous voyez quoi que ce soit qui prête à confusion, dites-le. Si vous voyez des choses faciles à comprendre et à faire, dites-le aussi.  
L’intervieweur utilise les feuilles de suivi de la recherche d’information (dernière page du guide) pour :

· Noter les étapes suivies par le participant durant les exercices

· Noter tout problème découvert lors de la navigation sur le site 

· Noter les indices visuels comme la confusion, l’impatience, la frustration, l’hésitation et la concentration.
Scénario basé sur l’objectif :

5.1
En pensant aux besoins et aux caractéristiques de votre organisation, utilisez le site pour déterminer si ce service pourrait vous aider à trouver et à embaucher des employés convenables. 
Revoyez les étapes suivies et discutez des pages examinées. Posez des questions supplémentaires sur le choix initial à partir de la page d’accueil et sur les autres étapes qui ont semblé problématiques.
· Avez-vous bien compris où vous deviez commencer vos recherches et quelles étaient les options qui vous étaient offertes sur la page d’accueil? Si non : Qu’est-ce que vous n’avez pas compris?

· Durant l’exercice, avez-vous remarqué quoi que ce soit qui prêtait à confusion ou qui n’était pas clair? Expliquez-moi.

· Y a-t-il des termes qui étaient difficiles à comprendre? 

· À quel point l’information que vous avez trouvée vous a-t-elle été utile? Pourquoi dites-vous cela?
5.2
Compte tenu de votre expérience jusqu’à présent, quels changements suggéreriez-vous, s’il y a lieu, pour faciliter la recherche d’information ou pour mieux comprendre les programmes qui sont offerts?    
Demandez au participant de répondre aux questions suivantes en se fiant à leur expérience avec le site durant le scénario basé sur l’objectif (le participant devrait quand même expliquer à l’intervieweur de quelle façon il a trouvé l’information sur le site) ou comme exercice distinct.
Renseignements généraux sur le programme et admissibilité de l’employeur :
5.3
Est-ce que votre organisation est admissible à l’un ou l’autre des programmes présentés sur le site? Lesquels? Comment le savez-vous? Comment choisit-on les organisations participantes? 
5.4
Quel est le programme qui vous intéresse le plus? Pourquoi? Concentrez-vous sur ce programme pour les autres exercices. Efforcez-vous d’utiliser une variété de programmes pour tous les participants.
· Dans vos propres mots, expliquez-moi le but principal de ce programme.  

· Auriez-vous besoin de renseignements supplémentaires, autres que ceux que vous avez vus jusqu’à présent, pour savoir si ce programme pourrait  intéresser votre organisation?  
Demandez au participant de lire la section « Modalités ». Approfondir sur la clarté (choisissez la partie du document à lire en détail), mise en page et emplacement sur le site. 

Inscription au programme et mise à jour du profil :
5.5
Que devez-vous faire pour embaucher un étudiant ou un stagiaire avec ce programme? Approfondir :  Que feriez-vous pour vous inscrire au programme? 
Demandez au participant d’ouvrir et d’examiner brièvement le formulaire de l’employeur et approfondissez sur la clarté.

· Quelles sections du formulaire devriez-vous remplir? 

· Selon vous, à quel point serait-il facile ou difficile de s’inscrire au programme? 

· Que feriez-vous si vous ne saviez pas comment répondre à l’une des questions du formulaire? 
· Savez-vous que vous pouvez consulter le Guide de l’employeur? 

· Pouvez-vous trouver les coordonnées de la personne-ressource pour le programme « Jeunesse Canada au travail »?
· Que feriez-vous une fois le formulaire rempli? 

5.6
Le gouvernement du Canada songe à permettre aux employeurs de remplir et de soumettre leurs demandes en ligne sur le site. Que pensez-vous de cela? Auriez-vous des inquiétudes à faire une demande en ligne?   
Afficher une description d’emploi et consulter la liste des candidats :

5.7
Supposons que votre organisation ait été acceptée pour le programme que vous avez choisi. Que feriez-vous pour trouver un stagiaire ou un étudiant pour l’été?   Sur la page d’entrée en session, fournissez les renseignements à utiliser pour le test. 
· Y a-t-il autre chose que vous pourriez faire? Approfondir sur la connaissance des deux options – afficher une description d’emploi et consulter la liste des candidats.
5.8
Examinez le processus d’affichage d’emploi pour sa clarté et sa facilité d’utilisation. 
· Y a-t-il autre chose que vous aimeriez pouvoir dire aux candidats potentiels au sujet du poste ou de votre organisation? 

· Comprenez-vous bien de quelle façon vous recevrez les réponses à l’offre d’emploi que vous avez affiché?
5.9
Examinez la liste des candidats pour sa clarté et l’intégralité du profil du candidat. 

· Y a-t-il autre chose que vous aimeriez savoir au sujet des candidats?

5.10
Supposons que vous examiniez la liste et que vous y trouviez un étudiant ou un diplômé qui semble être le candidat idéal. Que feriez-vous?   

	6.0  Examen de la page d’accueil (10 minutes)


J’aimerais maintenant retourner examiner plus en détail la page d’accueil du site.    
6.1
Que pensez-vous de cette page?
· Si vous arriviez sur cette page en naviguant, dans quelle mesure est-ce probable que vous vous arrêteriez pour la lire? Pourquoi dites-vous cela?         

6.2
Que pensez-vous de l’aspect et de la convivialité du site? Apporteriez-vous des changements pour améliorer l’aspect de cette page?
Approfondir :

· Couleurs

· Images

· Lisibilité de la police de caractères 

· Mise en page 

· Quantité d’information
6.3
Avez-vous de la difficulté à comprendre certains termes mentionnés dans le menu de gauche? Approfondir sur les attentes et la compréhension des liens du menu principal.
· Est-ce que le participant s’attendrait à voir et à apprécier les témoignages d’employeurs, listes de contrôle, liens? 
6.4
Quels sont les autres renseignements qu’on pourrait ajouter sur la page d’accueil pour aider les organisations à comprendre ou à s’inscrire à ces programmes? Y a-t-il autre chose que vous aimeriez pouvoir faire sur le site, des outils ou des fonctions que vous aimeriez qu’on ajoute?
	7.0  Conclusion (5 minutes)


7.1
Dans quelle mesure est-ce probable que vous retournerez sur le site?  
· Si probable : Pour quelle raison y retourneriez-vous?
7.2
En résumé, quels sont les 2 ou 3 changements ou améliorations que vous recommanderiez pour le site « Jeunesse Canada au travail »?

Demandez aux observateurs s’ils ont d’autres questions.

Merci de votre collaboration!
Information Retrieval Exercise Recording Sheet

	RECORD EXERCISE:




	Steps
	Description of Steps / Comments

	Step 1
	

	Step 2
	

	Step 3
	

	Step 4
	

	Step 5
	

	Step 6
	

	Step 7
	

	Step 8
	

	Step 9
	

	Step 10
	


Respondents looked to the main menu on the left for a link to postings of positions available but no link seemed to fit this requirement.
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Respondents wanted to see examples of the types of positions that would be available, as part of each program description.
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