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1.0 Objectives and Approach

1.1
Background and Research Objectives

In the fall of 2004, Phase 5 conducted in-depth, usability interviews and online task measurement to guide development and improvement plans for the youth.gc.ca site.  This was the first time that HRSDC had commissioned usability testing with a functional version of the site, and the research resulted in the following key recommendations:

	Page
	Recommended Changes

	General changes to content, architecture, navigation
	· Consider adding a category in the left-hand menu bar entitled “Your Rights”, with links to laws and regulations that might be of interest to youth

· Consider adding a category called “Get Help” with direct links to help lines, community organizations, directories/office locations and other services

· If feasible, add mouse-over capability to left-hand menu categories to display content description (or pull-out of sub-categories)

· Consider audience-based entry points, driven by age categories e.g. 12-15, 16 and above.  Include relevant services within each.

· Consider adding some games and contests as a feature (particularly for younger audiences)

· Feature relevant news and publications within each of the main content sections

	Splash page
	· Consider adding more colour

	Version page
	· Consider allowing users to select their region and city prior to entering the site

· Eliminate Employer and Youth Employment Strategy buttons

	Home page
	· Remove Virtual Assistant.  Consider replacing it with an “Ask Jeeves” type feature.

· Ensure font and design conventions are consistent

· Add featured news content in middle of page (headlines of interest to youth)

· Add label (to the left of arrows) to indicate that you can scroll to view additional features – e.g. “Click here for more features” or “More features”

· Change “Search” label in top menu bar to “Advanced Search”.  Add an “Advanced Search” link below “Search” bar in left-hand menu.

· Better delineate the “Are you an employer?” and “Youth Employment Strategy” buttons.

· Consider moving the Youth Employment Strategy button to the Features bar.

	Jobs
	· Consider changing the title to “Jobs and Career”

· Clarify difference between “Job Listings” and “Looking for a job”

· Some confusion between “Looking for a job” and “Careers” sections.  Clarify/expand description under Looking for a job

· Add direct link to career centres

	Education 
	· Add the Student Loans category

· Consider adding an “Online tutor” or “Need Help with Your Homework” feature

· Consider a tool to help prospective students search schools by specialty (e.g. search tool to identify universities/colleges that offer specific programs)

	Money
	· Consider changing the title to “Money & Financial Assistance”

	Health and Wellness
	· Consider adding a direct link to help lines and advisory services

· Add a category called “Diseases and Conditions”, with direct links to relevant content

· Add a category called “Blood Donations” or list national organizations with local clinics/offices in regional health organizations

· Add health news/advisories on opening page

	About Canada
	· Add a profile of Canada’s youth (statistical, cultural)

	Arts and Culture
	· Consider changing title to Arts, Culture and Entertainment or Music, Arts and Culture

· Add direct link to cultural and arts events in the community (with link through map-based navigation tool) – e.g. a community calendar feature

· Add arts and cultural news content on the opening page (e.g. music, other events)

	In Your Community
	· In some cases, the local listings do not seem to be complete (as perceived by users).  There is a need to ensure that the local content is more comprehensive and current, either directly or through partnerships.

· Add a link to Blue Page listings

	Sports and Recreation
	· Add direct links to local sports teams, organizations and facilities (to enable youth to get involved in sports at a local level)

· Add sports news content (including local/regional if available) on the opening page

	Science and Technology
	· Add news content on opening page to feature significant science/technology developments

	International
	· Add news content with significant international news

· Add link to International Travel section

	Travel
	· Within International Travel section, add direct link to Visas and Passports, with information on visa requirements by country, applying for a passport

· Add links to main airlines, rail, bus, travel sites

· Add a link to local transportation resources in the Traveling in Canada section (e.g. links to schedules, route maps, etc.)  

	Events Calendar
	· The Events Calendar leads to disappointment due to lack of available content.  Either remove from home page or populate with more comprehensive content.

	Message Board
	· The Message Board does not meet expectations.  Restructure as a subject-oriented message board rather than a entry point for joining the Youth Online Team

	Search
	· Ensure the search results present main content pages before articles containing the subject

· Descriptions under articles are not clear.  Prefer the title and nature of the article

· Consider a thesaurus-based search capability to capture natural language interpretations

	Map Navigation Tool
	· On second page (after selecting a province), display list of links to communities in the province and/or a provincial map, rather than map of Canada again

· Once in content pages related to a community, provide a more visible link to switch communities.  One option is to move the map link further up the page on the right hand side (replacing the Youth Employment Strategy link), eliminating the detailed description underneath, and adding a bold title “Switch to another community”.  Alternatively, place a button or visible link at the top of the page above the main content listings


Based on these recommendations, the Youth Cluster began implementing changes late in the fall of 2004.
  A second round of research was then conducted in February and March of 2005 with the following main objectives:
· To assess the extent to which changes to site design and architecture since the last round had impacted on the usability of the site.
· To evaluate specific aspects of the site that were not evaluated in detail during the first round of research, including: the Message Board site, and the Youth Employment Strategy pages.
1.2 Approach

The research approach consisted of the following methodologies:

1. 30 in-person, usability interviews; and
2. 150 online, task-completion exercises.

1.21
Usability Interviews
The interviews were conducted during the months of February and March, 2004, in St. John’s, Québec City, Kitchener, and Saskatoon.   They were segmented primarily by age group, with one-half (4) of the interviews in each location conducted with participants aged 16-19, and the other half (4) with participants aged 20-24.
The primary focus of the usability interviews was to observe and obtain feedback from respondents in the context of their using the youth.gc.ca site.  A key feature of the interviews was the use of task-based exercises whereby participants were presented with realistic scenarios and asked to use the site to find related information.  These scenarios are as follows:
Scenario-Based Exercises for the Usability Interviews

	Age 16-19
	Age 20-24

	1. As part of a school project, you are asked to find more information about a creature whose scientific name is Elaphe gloydi
	1. Information about Canada’s role in Asia-Pacific Economic Cooperation.

	2. Information on student loans in your province.
	2. Information on where to donate blood in your community.

	3. Information on how to apply for a passport.
	3.  You have decided to do a school term in Australia.  Find information that will help you apply for university programs in Australia.

	4. You are interested in becoming a Severe Weather Watch Volunteer.  Find out what’s expected of you.
	4. Information about jobs in a field of interest in your community.  Now, expand your search to include jobs across Canada.

	5. Find the name of your local Member of Parliament.
	5. Contact information for the Career Resource Centre in your community.

	6.  You are going to be visiting Nova Scotia in April and want to find out what events are going on.
	6.  A publication called “Are You in Danger (Health and safety in the workplace)”.


In addition to these task-based exercises, the discussion included a review of the Online Youth Team Message Board, as well as the Youth Employment Strategy section.  The guide that was used for these discussions is included in Appendix A.

1.22
Online, Task Completion Exercises
A separate component of the research consisted of automated usability testing of the site with 150 respondents (18-24 age group) chosen randomly from the Government Online Panel that Phase 5 manages for the Government of Canada.  The automated usability testing was conducted during March 2005, and consisted of three information retrieval tasks using the site (approximately 50 respondents per task).  These exercises emulated those conducted during stage 1 of the research, thereby enabling us to assess performance against benchmark usability metrics.  

2.0 Search Behaviour and Usability Issues
Observation of participants (both in the in-depth interviews and the online task-based exercises) provides an understanding of typical search behaviour and related usability issues.  The following scenarios demonstrate typical behaviour when searching for different types of information and services on the youth.gc.ca site.  Following this, performance measures indicate the extent to which usability issues have been addressed since the last round of research.
2.1 Search Scenarios
Use of Version Page

Search Behaviour.  As with the first round, the set-up of the version page led to confusion among approximately one-half of users in terms of where to click to proceed to the main site.  In particular, the “Employers” and “Youth Employment Strategy” buttons at the bottom caused confusion among interviewees.  For example, a number of people hesitated before clicking on one of these two buttons when asked to proceed to the main site.  The presence of the banners for “Summer Career Placement 2005” and “Summer Work Experience 2005” compounded the problem, leading users to question how to proceed to the main site.
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Usability Issue.  The main issue that emerged was that images used to depict the site versions and the associated scroll-bar graphic did not stand out as clickable options, let alone main navigation paths.  For many, the buttons below the version images attracted more attention as navigation elements.  This is partly due to their design as buttons that appear to be clickable, as opposed to images that are presented as supplementary features.  While the “Summer Career Placement” and “Summer Work Experience” features also attracted attention, they were more often viewed as features or “banners” than as main navigation paths.
Find information about a creature with the scientific name Elaphe gloydi
Search Behaviour.  When asked to find information about a creature with the scientific name Elaphe gloydi, participants tended to take the following search paths:

· A few correctly chose the Environment category in the left-hand menu of the Home page, following which they selected the Plants and Wildlife section.  Once on the Plants and Wildlife page, however, some overlooked the COSEWIC Species Database and chose options such as Canadian Wildlife Service instead (a couple did complete the exercise by selecting the COSEWIC Species Database link).
· A couple started by entering the name Elaphe gloydi into the search engine, following which they tried other search paths (or gave up).

· The majority chose the Science and Technology category, following which they clicked on the Biology section.  They then returned to the home page and either chose the Environment section or entered the term in the search engine (because they did not relate a species to the Environment category).
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Usability Issues.  One issue that emerged was the fact that users may relate the task to either the Environment or Science and Technology categories (depending on their interpretation), suggesting a “no wrong door approach” to placement of the link.  Another issue was the use of titles/nomenclature that reflects the proper name of the database, rather than a common language representation of the content (e.g. “Species Database” as opposed to “COSEWIC Species Database”).

Find information on student loans in your province
Search Behaviour.  Search behaviour for this task confirmed the findings of the first round, which revealed that users look for the information under either the Education or Money categories.  Given the change made to include the Student Loans link under Education (in addition to Money), participants had no difficulty completing the task.  It should be noted that one user entered the term “student loans” directly into the search engine and was able to find the correct link from the search results page.  This confirms that some users prefer to use search features as a means of accessing content directly, rather than navigating through the site.
Find information on how to apply for a passport

Search Behaviour.  The majority of participants clicked on the Travel category when asked to search for information on how to apply for a passport.  From there, most went on to click on the Travel Tips and Advice section, although a small number did not associate this section with passport information (thinking instead that it related to tips while traveling in foreign countries).  This led a couple to suggest adding “passports” as one of the main categories on the opening page.

Usability Issues.  A key usability issue is the lack of immediate association between passport information and the Travel Tips and Advice section within the Travel page.  
Find out about becoming a Severe Weather Watch Volunteer
Search Behaviour.  The majority of participants had difficulty completing this task, as demonstrated by the following typical search paths:
· A number of people associated Severe Weather Watch Volunteer with “Jobs” and, therefore, began their search by selecting this category.  When they could not find the link, the tendency was to return to the home page and enter the term into the search engine.  At this point, the search did not produce meaningful results.

· Those who did click on Environment sometimes proceeded to the Jobs in Environment link, rather than the Get Involved link.
Usability Issues.  From the main categories on the home page, it is not immediately apparent where information can be found related to volunteering.   In addition, users do not always distinguish between volunteer and paid job opportunities.
Find the name of your local Member of Parliament

Search Behaviour.  Almost all participants correctly began their search for this information by selecting the About Canada section in the left-hand menu bar.  From there, they went on to click on the Government link.  At the next level, however, a number of youth overlooked the link to Local MP’s, largely because they were not familiar with the acronym MP.  Some of those who did click on this link also had difficulty distinguishing between MLAs and MPs.  
One participant also clicked on the In Your Community section, and did not find a category that seemed to reflect local government representatives.
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Usability Issue.  The main usability issue relates to lack of universal understanding of acronyms and technical terms (in this case, MP, MLAs) which are used in titles. 
Find out what events are going on in Nova Scotia
Search Behaviour.  When asked to find this information, participants took one of the following two search paths:
· They choose the Travel category, and then selected Canadian Travel Guides.
· They selected the In Your Community category, chose a community using the map tool, and then selected the What’s On option.

In both these cases, participants felt that they could successfully locate the desired information.

Interestingly, very few noticed the Events Calendar feature when completing this task.  When probed, they explained that the distinction from the items in the main left-hand menu bar list led to the perception that it was not a main content section of the site.  When shown the feature, participants commented that the content appeared to be far from complete (emulating comments about the Events Calendar received during stage 1 of the research).
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Usability Issue.  Features that are presented using a different design approach in the left-hand menu bar may not be interpreted as a main content section or feature of the site.
Find information about Canada’s role in Asia-Pacific Economic Cooperation

Search Behaviour.  All participants correctly began their search by clicking on the International section, and then either the International Organizations or the Canada and the World categories within that section.  However, some initially overlooked the APEC link, largely due to a lack of familiarity with the acronym.

Usability Issue.  As with other tasks, the use of an acronym (APEC) had an impact on the ability of participants to locate the link.
Find out where to donate blood in your community

Search Behaviour.  When asked to find out where to donate blood in their community, the majority of participants began their search by clicking on the Health and Wellness category, following which they went to the Health Resources and Health Organizations links respectively.  While on the Health and Wellness and Health Resources pages, a few overlooked the relevant links because the description did not leave them to believe that it contained information about donating blood.  In these cases, a couple turned to the search engine (entered terms such as “donate blood”), but did not receive the desired results.
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Usability Issues.  This task highlights the need to have clearly worded descriptions to ensure users understand the type of content to be found under each link.  It also shows that users expect the search capability to be “Google-like”, returning the most relevant results at the top of the list.
Find information that will help you apply for university programs in Australia

Search Behaviour.  The majority of participants clicked on either the International or Education sections, following which they went to the Studying Abroad link.  Once on the Studying Abroad page, a number of people could not locate the correct link, or selected the Exchanges link.
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Usability Issue.  The main usability issue in this case was the lack of a plain language title for the link to Ozztrekk Educational Services.
Find information about jobs in a field of interest in your community

Search Behaviour.  All participants correctly identified the Jobs category, followed by the Job Listings link, when asked to complete this task.  Using the map tool, a number of people initially selected their province and then were confused when the map appeared again with a second pull-down menu.  Some mistakenly clicked on the provincial “Go” button again.  
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When asked to switch communities at a later point, a number of people either used the back button or clicked on the bread-crumb links to return to the map page.  Others were confused about how to switch communities, and only a couple noticed the smaller map link on the right-hand side of the page.
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Usability Issues.  As with the first stage of the research, the following usability issues emerged with respect to the map-based tool:

· Users expect the tool to narrow down to a list of relevant cities upon choosing a province or, alternatively, to be presented with a provincial map.

· The placement and description of the smaller map to switch communities causes it to be overlooked completely as a navigation option.
Find contact information for a Career Resource Centre in your community

Search Behaviour.  Most users either clicked on the In Your Community or Jobs sections to find this information.  Once in the Jobs section, they tended to click on the Career Information link, partly because of the inclusion of “career resource centre” in the description.  The correct path was less apparent within the In Your Community section, largely because users did not associate “career resource centre” with “Local Job Opportunities”.

Usability Issue.  The lack of association between the title and description within the In Your Community section affected usability in this case.
Find a publication called “Are You in Danger (Health and Safety in the Workplace)”
Search Behaviour.  Participants chose one of two paths when asked to find this publication:

· Most clicked on the Publications link in the top menu bar and immediately identified the publication.

· A few clicked on the Health and Wellness section, and then turned to the search engine or clicked on the Publications link.
Usability Issue.  In this case, some users think by subject when searching for publications and, therefore, will expect to find publications under a related subject heading.
2.2 Online Task Measurement
2.21
Usability Performance Measures

The table below shows improved success rates across all tasks (between stages 1 and 2 of the measurement process), indicating that recommended changes to the site have had a positive impact on usability. 
Comparison of Overall Success Rates Between Stages 1 and 2 of the Online Measurement Exercise
	Completion Rate:
	Task 1: Options for Financing Post-Secondary Education
	Task 2: How to apply for a Passport
	Task 3: Eligibility to donate blood

	Stage 1
	84%
	98%
	82%

	Stage 2
	94%
	100%
	91%

	Change in success rate
	+10%
	+2%
	+9%


The following table presents the change in the median number of clicks required and time taken to complete each task.

	
	Task 1: Options for Financing Post-Secondary Education
	Task 2: How to apply for a Passport 
	Task 3: Eligibility to donate blood 

	
	Median number of clicks to complete task

	Stage 1
	3 clicks
	8 clicks
	8 clicks

	Stage 2
	3 clicks
	5 clicks
	7 clicks

	Change in number of clicks
	No change
	-3
	-1

	
	Average time taken to complete task

	Stage 1
	54 sec.
	129 sec.
	165 sec.

	Stage 2
	40 sec.
	74 sec.
	110 sec.

	Change in average time
	-14 sec.
	-55 sec.
	-55 sec.


For tasks 2 and 3, there was a reduction in both the number of clicks and the amount of time required to complete the tasks.  Again, this indicates that the changes have resulted in improved ease of use in finding the information.
2.22
Click Path Analysis
The online usability tracking also identified typical search paths used to complete the tasks.  The analysis for each task, as well as comparisons to the first round of research, is discussed below.
Task 1: Options for Financing Post-Secondary Education
· As with the first round, the majority of participants (31/45) started their search by clicking on the Education link in the left-hand menu.  A smaller number (7) clicked on the Money category.

· Within these two categories, the large majority of participants correctly identified either the Student Loans or Scholarships & Bursaries as potential sources.

· A couple who did not initially see the correct links within either Education or Money chose the other main category (either Education or Money) from the left-hand menu bar.
Usability Issue.  The click path analysis in this case demonstrates that users choose either the Education or Money categories for this type of information.  By listing relevant links under each of these headings, usability issues encountered during the first round of testing appear to have been resolved.
Task 2: How to apply for a Passport
· As with the first round, the majority (26) started their search by clicking on the Travel category, followed by the International category.  A minority also used the search or A-Z tools.

· Once on the Travel page, most then clicked on the Travel Tips and Advice link.

· From there, the majority chose the “How to Obtain a Canadian Passport” link, although a smaller number also went to “Before you go” (likely because the Passport Office link was further down the page).
Usability Issue.  The analysis of this task revealed that most associate with the Travel Tips and Advice link, although there may be a need to clarify the description to accommodate the small number who turn to the A-Z Index.
Task 3: Eligibility to donate blood
· For this task, participants either started by clicking on the Health and Wellness category (20), or they did not relate to the categories (relative to the task) and selected one of the search options.  Thirteen chose the Search engine, 4 attempted to use the A-Z index, 1 used the FAQ, and another used the Quick Find link.
· Among those who did choose the Health and Wellness category, the largest number went on to choose the Health Resources category.  The remainder, again, defaulted to one of the search tools (likely because they could not identify with one of the categories presented).
· In the majority of cases, those who entered a search term such as “donate blood” or “blood donation” did not receive results, forcing them to either attempt another search, use the A-z Index (as a back-up search strategy), or return to the Health and Wellness main page and try one of the categories.
Usability Issue.  The click path analysis confirms the usability issues encountered during the in-person interviews.

3.0 Detailed Page Review

This section presents the detailed results related to the site design and content elements of pages that were subject to more detailed questioning, including the Home Page, Youth Connection Team Message Board, and the Youth Employment Strategy section.  
3.1 Home Page
Overall Appearance and Messaging

This research stage confirmed that youth find the home page to be appealing in terms of design, with messaging and content clearly indicating that the site is targeted to youth.  It should be noted, however, that older participants (aged 23-24) were less inclined to associate with the term “youth”, with the potential to impact on their use of the site (e.g. If they happened across it during a search, they might not feel that the site is targeted to them).

Organization/Architecture
The vast majority of participants liked the architecture and layout of the site, although a couple commented that the page appears too cluttered or compressed (i.e. the features require more spacing in between).
3.2 Youth Connection Team Message Board

Participants were taken through a scripted demonstration of how they would apply for the Youth Connection Team, following which they were asked for their reaction to the assignments and message board.
Application Page

When first asked to click on the Message Board feature, all participants were surprised when they were taken to a page explaining and asking them to sign up for the Youth Connection Team.  Rather, they were expecting to go directly to a message board with visible posts.
· “When I see ‘Message Board’, I automatically assume that it’s just people posting questions, and I want to go directly to the page and read their questions.”
Upon reviewing the page, the majority were not averse to providing the kind of personal information sought in order to become a member of the Youth Connection Team.  The only concern that emerged was that their identity be protected in the case of more sensitive discussions (e.g. marijuana laws).
For some, the description of what would be required as a member of the Youth Connection Team was not clear, prompting them to suggest adding examples of what would be required in a typical assignment.  
· “It doesn’t really tell you exactly what you’d be doing.”
With this in mind, a few participants suggested that they be provided with links so that they could view the site, the assignments and the types of topics covered.
There was also some concern about the weekly, two hour commitment, which caused a number of participants (who might otherwise be interested) to consider their willingness to become involved.  While some of these youth seemed interested in joining discussions or completing assignments at their convenience, they were reluctant to commit on a weekly basis (e.g. some weeks they might be too busy or might not want to get involved).
· “I would be deterred by this type of commitment.  Two hours a week would be like school, and I don’t want to have to put that much time in.  It would probably be a lot easier to get me to join if it didn’t have that requirement.  You don’t want to feel committed.”

One participant also mentioned that use of the word “assignment”, as opposed to “activity” might cause potential team members to consider the commitment required.

· “People see ‘assignments’ and they might freak out thinking that it’s going to be a lot of work.”
When reviewing the questionnaire, one participant also mentioned that her level of comfort with using message boards was somewhere in between “I know how they work” and “I’ve never really used one”, suggesting that this question might be better handled as a scaled response (e.g. level of familiarity with message boards (very familiar, somewhat familiar, not very familiar).

Message Board
Once on the Youth Connection Team site, participants indicated that the message board format met expectations of this kind of feature.

Upon reviewing some of the assignments, many of the participants seemed to become more interested in the feature.  Seeing the assignments provided more clarity on what was involved and, depending on the subject, peaked their interest in participating.

Some suggested, however, that they would be more interested in becoming involved if the assignments focused on substantive, policy issues, rather than enhancements to the web site.

· “They should get youth opinions on what the government is doing on important issues, like gay rights…things that are important, rather than just web sites.”
3.3 Youth Employment Strategy Section

Overall

The majority of participants initially had difficulty finding the link to the Youth Employment Strategy section, both because of its placement and because they were misled into believing that the section was targeted at employers (because of the “Are you an employer?” link immediately above it).
· “I read ‘Are you an employer?’, and figured that this applies to employers.  I didn’t even read below.”
Overall, there was a very positive reaction to the nature of the content and the narrative style once they reviewed the various sections.

A couple of participants suggested changing the order of the sections to better reflect their expectations.  In particular, they felt that the “Why do we need one?” section could be moved further down the list.

Who can participate?

Within this section, a few participants did not interpret the Youth Employment Strategy as the umbrella.  Rather, because of the equal presentation of Youth Employment Strategy with the titles of the individual programs, it was sometimes viewed as a fourth program.

How can I apply?

Although this section generally left interviewees with a clear sense of how to apply, several suggested that more detail on the application process be provided, perhaps in a step-by-step manner.  In a number of cases, youth also held the expectation that they would be able to complete the application online.
4.0 Communications
4.1 youth.gc.ca Communications

This round of research again revealed a general lack of awareness of the site, although a number of people “vaguely” recalled seeing some form of communication about the site at their school.

When asked about the messages that they would emphasize when telling youth about the site, the following general themes emerged:

· The site provides convenient, one-stop access to a range of information and services for youth.

· In particular, the site provides more convenient access to a range of job sites (both summer and full-time employment).

· The content is credible and authoritative given its sponsorship by the Government of Canada.
4.2 Youth Connection Team Communications
Messaging

The range of messages currently featured in the Application page seemed to appeal to different youth in different ways.  When probed on the messages that might entice people to join the Youth Connection Team, reactions varied by personality:

· Some youth displayed leadership qualities and were attracted to the Youth Connection Team as a means of affecting government decisions, or gaining leadership/volunteer experience (e.g. that could be listed on a résumé).  
· Others did not see themselves playing a leadership role and were more interested in the social aspects of becoming involved (e.g. networking with other youth).  For these youth, the presence of contests seemed to have some impact on their level of interest in joining.  They also did not want to feel committed to contributing if they were not interested.
· “I’m not the leader type, and I wouldn’t want to take on that kind of responsibility.  As a side project, however, if I had nothing else to do and it was something I was really interested in, I might get involved.”

It should be noted that a portion of the youth (approximately one-third) interviewed displayed little or no interest in the Youth Connection Team, stating that they did not have the time and that “it’s not my thing”.

In one group, participants suggested that team members/volunteers be recognized in some way for their efforts (e.g. recognition on the site).

Communications

When asked about how they might promote the Youth Connection Team and get more youth involved, many suggested engaging youth through school (e.g. posters around school), and perhaps promoting the Team at venues such as the “Model UN”, which are more likely to attract those individuals who are oriented to leadership opportunities.

Other communication ideas that emerged included:

· Posting notices on Internet chat sites and online communities (directed at youth).

· Transit advertising.

· Notices or promotional materials in mailings from the Government to Youth (e.g. inserts in GST cheques).

· Links on main Government of Canada sites.

5.0 Conclusions and Recommendations

5.1 Conclusions

The main conclusions that can be drawn from the research are as follows:

The youth.gc.ca site is well designed and received by youth
Like the first stage of the research, there was a very positive reaction to the site among youth audiences.  Both in terms of design and content, the site seems to be meeting the needs of youth.
Usability issues centre around specific nomenclature 

Many of the usability issues identified in this round are the result of specific wording used in titles and links, rather than factors related to the fundamental architecture of the site.  Most of the issues identified can be addressed through minor adjustments to the site content.

Improvements made since the last round of research have had a measurable impact on usability

The online task measurement as well as the exercises demonstrates that improvements made to the site have impacted on ease of use and ability to find information.

There is a need to increase communication activity related to the site and the Youth Connection Team

Youth were very interested in both the site and the Youth Connection Team, and felt that more should be done to make them aware of the availability of these services.  With the Youth Connection Team, they felt that this type of engagement would help to develop a better relationship between the Government and youth audiences by allowing them to become involved in the decision-making process.
Communications should recognize the presence of different youth segments

The research suggests that youth might be segment based on attitudinal/behavioural dimensions, with distinct messaging directed at those who are more oriented towards government engagement and leadership, versus those who are likely to become engaged for social reasons.  Furthermore, the research once again demonstrated that those in the older age categories do not associate with the term “youth”, pointing to a need for a different label directed at this audience.
5.2 Recommended Site Changes
The following table contains page-specific recommendations for changes to the design and content of the site.
	Page
	Recommended Changes

	Overall/Architecture
	· Consider adding a Volunteer category to the left-hand menu bar on the Home Page.  Alternatively, consider adding a “volunteer opportunities” link within each section, much like the “jobs in” links.
· Review all subcategories within sections to ensure common language titles are used (rather than technical names or acronyms).  Source references can be placed in the description below each link.

· Consider adding a “Publications” link within each main content section (featuring publications related to that particular subject).

	Version Page
	· Eliminate all ancillary features on the Version page, and clearly delineate the two site options as clickable links.

	Education
	· Review secondary pages to ensure plain language titles are used.

	Health and Wellness
	· Clarify the description for Health Organizations, or consider adding a distinct “Donate Blood” link.

	About Canada
	· Spell out “Member of Parliament” within the Government section.
· Draw distinction in titles or descriptions between federal and provincial representatives.

	In Your Community
	· Add a section entitled “Local Government Offices”.

	Science and Technology
	· Add a “Species Database” link under the Biology category.

	International
	· Review secondary pages for acronyms, such as APEC, Ozztrekk.  Adjust to reflect full names of organizations or, where necessary, common language descriptions.

	Travel
	· Add “How to obtain a Canadian passport” as a main category on the opening page.

	Environment
	· Eliminate “COSEWIC” from the title under the Plants and Wildlife section.

	Events Calendar
	· If the objective is to emphasize this feature, consider incorporating it from a design perspective with the other content headings in the left-hand menu.

	Youth Connection Team Application Page
	· Tailor messaging/benefits to different audiences.

· Consider relaxing or not requiring the two-hour per week time commitment.

· Provide links or visible examples of assignments for potential members to view.

· Emphasize assignments on substantive topics.

	Message Board
	· Consider including as a featured section, perhaps replacing the Virtual Assistant.  Provide hot links to featured discussions, allowing users to view discussions with an option to join the Youth Connection Team if interested in participating.
· Change the title of the feature in the left-hand menu to read “Join the Youth Connection Team”.

	Youth Employment Strategy
	· Move this link to the Features bar.

· Consider adding both a step-by-step description of the application process and a link to online applications within the “How can I apply?” section.

· Consider re-ordering categories as follows:

· What is it?

· Who can participate?

· How does it work?

· How can I apply?

· Why do we need one?

· For more information?

	Search
	· Review the search capability and consider changing top offer a “Google-like” capability.

	Map Navigation Tool
	· On second page (after selecting a province), display list of links to communities in the province and/or a provincial map, rather than map of Canada again.
· Once in content pages related to a community, provide a more visible link to switch communities.  One option is to place a button or visible linked entitled “Switch to another community” at the top of the page above the content listings.


Appendix A – Research Instruments

Youth Cluster Research

Screener

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

Record the following information for recruits:

contact name: 

address:

phone #:                             

fax #:

e-mail:  
scheduled group/interview:
Introduction

Hi my name is _________________​​ and I’m calling from Phase 5 Consulting, an independent research company. Our firm has been engaged by the Government of Canada to conduct focus group sessions and interviews to obtain feedback on a web site and information products directed at young Canadians.  Could I please speak to someone in your household who is between the ages of 16 and 30?

Repeat introduction if necessary.

The research consists of either a 2 hour group discussion comprised of people of a similar age group to yourself, or a 1 ½ hour interview.  These will take place in (insert city) on (insert date).   Those who qualify will receive $60 for an interviews and $75 for a group discussion.

 Your participation is completely voluntary and your decision to participate or not 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.  The government will only receive the final results of the study in the form of a report, which will contain non-identifying aggregate information.  

1. Would you be willing to participate? 

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

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







yes

no

A government department (Federal/Prov/Municipal)
(

(
A marketing research firm



(

(
A web products or services firm



(

(
A marketing department




(

(
An advertising or public relations firm


(

(
A magazine or newspaper



(

(
A radio or TV station




(

(
IF YES TO ANY ABOVE, THANK AND TERMINATE.
3. Are you a Canadian citizen or permanent resident of Canada?  Check one only.
· Yes
· No ( thank and terminate
4. Are you directly involved in managing or developing a website other than for personal interest?

· Yes  ( thank & terminate
· No 

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

· Yes

· No ( Go to Q8
6. When was the last time you attended such a discussion? (Check one only.)
· within the past 12 months ( thank and terminate
· more than 12 months ago
7. What was the topic of the discussion? (If related to Government of Canada or youth issues, thank and terminate).   
· Government services, youth topics (  thank and terminate
· other

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

· I don’t use the Internet ( thank & terminate
· Less than 10 hours (limited to average user)
· 10 hours or more (advanced user)

WATCH QUOTAS
9. Into which of the following age categories do you fall… Read List.  Schedule according to age group.
· Under 16  ( thank & terminate 

· 16 to 17 

· 18 to 24

· 25 to 30

· Over 30 ( thank & terminate 

WATCH QUOTAS
10. Within the past year, have you contacted, sought information or accessed a service from the Government of Canada (e.g. for student loans, passport, SIN, jobs, filing taxes, etc.) by any of the following means…

· No contact ( thank and terminate

· Telephoning a 1-800 number of government office?

· Visiting a government office

· Visiting or using a government web site

· Writing a letter or submitting an application by mail

11. Please indicate the highest level of education you have received. Read list.
· Some high school (including current students)

· High school diploma

   

· Some college/university 
   

(including current students)

· College diploma/university degree

· Some post-graduate

· Post-graduate degree      

WATCH QUOTAS.  

12. Which of the following best describes your current situation? (Check one only.)

· I am a stay-at-home parent and am not planning to re-enter the workforce within the next year. ( Recruit for interviews only.
· I am a full-time student and am not yet at the point where I am considering employment, either full or part-time ( Recruit for interviews only.

· I am a full-time student and am currently looking for part-time or summer employment  ( Recruit for interviews and focus groups.
· I am not currently working, but am actively seeking full or part-time employment ( Recruit for interviews and focus groups.

· I am currently a full-time student, and am seeking to enter the workforce on a full-time basis within the next year. ( Recruit for interviews and focus groups.

· I currently work at a job or am self-employed, either full-time or part-time, and am considering switching employment or careers. ( Recruit for interviews and focus groups.
· I currently work at a job or am self-employed, either full-time or part-time, and am not considering other employment at this point in time. ( Recruit for interviews only.
13. In this research we'd like to get the views of a range of people, including aboriginals, people who have come to Canada from other countries, or whose people whose parents have come from other countries. Can you tell me if you would fall into any of these groups of people?
· Yes

· No
WATCH QUOTAS
14. Do you have a disability that might require us to make arrangements at the facility to accommodate your needs?

· Yes

· No
15. Record sex of respondent.  Do not read.
· Male

· Female

WATCH QUOTAS
Conclusion

Thank you for agreeing to participate.  I would like to schedule you for a focus group/interview on (insert Date) at (insert Time and Location). 

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

Shortly before the date of the session, we will call to confirm all of the details again.  Thanks for agreeing to participate in this research. We look forward to meeting with you on (insert Date and Time of focus group).  Please be sure to arrive 10 minutes in advance of the session.  If you have any questions before the session group, please call (contact).

The information regarding this research may be requested from HRSDC under the Access to Information Act.  The project name is: Qualitative Research on the Youth Cluster Web Site. Instructions for making formal requests are provided in the publication Info Source, copies of which are located in local service centres of HRSDC or at the following Internet address: http://infosource.gc.ca/.

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

contact name: 

address:

phone #:                             

e-mail:  
scheduled group:
QUOTAS

Interview composition in each location:

· Equal mix of two age categories (16-17, 18-24)

· Mix of students and those seeking employment/working

· Mix of male/female

· Mix of educational backgrounds in older age group

· Mix of average and heavy Internet users

Youth Cluster

Web Site Usability Research

Interview Guide

	Introduction (2 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 are aware from our initial communication with you, our firm has been hired by the Government of Canada to conduct research to test a web site targeted at young Canadians.  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.  The government will only receive the final results of the study in the form of a report, which will contain non-identifying aggregate information.  

· 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 Human Resources and Skills Development Canada and 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 a little more than 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.
Do you have any questions for me before we begin?

	Use of the Internet for Government Services (7 minutes)


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

1. What do you do at the present time?

PROBE:

· Are you a student?

· Do you work full-time?  If so, what do you do?

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

· Other?

2. What volunteer activities are you involved in?

PROBE:

· What do you gain from these volunteer activities? Satisfies mandatory hours?  Other personal reasons?

· Why did you become involved to begin with?

3. In a typical week, how much time do you spend using the Internet (excluding email) for personal reasons?

4. Thinking of your personal life, what do you typically use the Internet for?

PROBE:

· To research topics of interest?

· Online discussions/communications? (e.g. MSN)

· Banking?

· Dealing with government?

· Entertainment?

· Other?

5. Are you a member of any ongoing online forums or communities?

PROBE:

· What do you think of online communities?

· If you participate, what do you expect to gain from them?

· If not, why not?

6. Which Government of Canada web sites or online services have you used?

PROBE:

· Student loans applications?

· Employment Insurance reporting?

7. IF NOT PREVIOUSLY MENTIONED:  Have you ever visited the youth.gc.ca web site?

PROBE:
· If not, were you aware that the site exists?  

· How did you hear about it?

· If so, did you find what you were looking for?  Explain.

· Did it meet your expectations?  Why/why not?

	First Impressions (5 minutes)


For the next part of the interview, I’m going to take you to the Government of Canada’s youth.gc.ca web site.  

URL:

www.youth.gc.ca

VERSION PAGE

8. Is it clear what this page is asking you to do?

· Where would you click?  Is it clear?

HOME PAGE
Before clicking on any links, I’d like to get your first impression of the Homepage.  INTERVIEWER TO ALLOW PARTICIPANT TO SCAN HOMEPAGE – DO NOT ALLOW PARTICIPANT TO EXPLORE THE REST OF THE SITE AT THIS POINT.

9. What is your first impression of this page?

PROBE:

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

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

10. Based on the categories that you see, does it appear to have the kind of information that you would expect to find on a Government of Canada site directed at young Canadians?

	Think-Aloud Observation – Site Exercises (20 minutes)


Now, I am going to have you search for the type of information that you might typically look for on the youth.gc.ca web site.  To do this, I’m going to give you 3 tasks to complete on the site.  

Please use the site as you normally would, with one exception:  “think out loud”, and say everything that comes to mind as you navigate through the site.  If something is confusing or you don’t know where to go, then state the reasons why.  Similarly, if something is clear and easy to follow, say so.  If something interests you say so.  If nothing interests you, say so.  It’s really important for me to understand what you’re thinking.  

PARTICIPANTS SHOULD COMPLETE 3 EXERCISES.  

ROTATE THROUGH EXERCISES FOR EACH AGE CATEGORY.  MODIFY EXERCISES WHERE APPROPRIATE TO ENSURE RELEVANCE TO PARTICIPANT.  CHOOSE EXERCISES THAT ARE RELEVANT TO THE PARTICIPANT.  

INTERVIEWER STARTS EACH EXERCISE AT THE HOME PAGE.  ASK THE PARTICIPANT TO RETURN TO THE SITE’S HOMEPAGE AT THE END OF EACH EXERCISE.

INTERVIEWER TO USE THE INFORMATION RETRIEVAL RESPONSE SHEETS (SEE BACK OF THE GUIDE) TO:

· TRACK THE STEPS TAKEN BY PARTICIPANTS IN THEIR EFFORTS TO LOCATE THE INFORMATION/COMPLETE THE TASK.  

· NOTE ANY ISSUES UNCOVERED AS THEY NAVIGATE THROUGH THE SITE

· NOTE VISUAL CUES SUCH AS CONFUSION, IMPATIENCE, FRUSTRATION, HESITATION, CONCENTRATION.  

11. I would like to ask you to go onto the site and search for… 

	16-19
	20-24

	1. As part of a school project, you are asked to find more information about a creature whose scientific name is Elaphe gloydi
	1. Information about Canada’s role in Asia-Pacific Economic Cooperation.

	2. Information on student loans in your province.
	2. Information on where to donate blood in your community.


	3. Information on how to apply for a passport.
	3.  You have decided to do a school term in Australia.  Find information that will help you apply for university programs in Austrlia.

	4. You are interested in becoming a Severe Weather Watch Volunteer.  Find out what’s expected of you.
	4. Information about jobs in a field of interest in your community.  Now, expand your search to include jobs across Canada.

	5. Find the name of your local Member of Parliament.
	5. Contact information for the Career Resource Centre in your community.

	6.  You are going to be visiting Nova Scotia in April and want to find out what events are going on.
	6.  A publication called “Are You in Danger (Health and safety in the workplace)”.


STOP EACH EXERCISE ONCE PARTICIPANT LEAVES THE YOUTH SITE.

AT THE END OF EACH INFORMATION RETRIEVAL EXERCISE, Review steps.  Probe on any steps that seemed problematic for the respondent, or THAT deviated from the expected navigation route.  Ensure that you understand:  

· reason for making choice

· reason for not making expected choice (e.g. did not notice link, language was unclear, etc.) 

· PROBE ON CHOICE OF MONEY VS> EDUCATION FOR STUDENT LOAN SCENARIO

12. Overall, was it difficult to find the information?  If so, why?

· Was it apparent where to start your search?  If not, why not?

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

· Were there any terms that were hard to understand?

· Did you ever hesitate in choosing a path?  What finally determined the direction you took?

PROBE ONLY IF PARTICIPANT USED SEARCH FEATURE:

· Observe if participant uses bolean search operators or quotation marks to refine search.

· What was your overall impression of the effectiveness of the site’s search feature?

· What did you think of the advanced search capabilities?

· What were your impressions of the way in which the search results were presented?  Would you suggest anything to improve the way in which the results are presented?

13. Based on your experience, what changes would you propose, if any, to make it easier to find the information?

	Home Page Review (5 minutes)


GO BACK TO HOME PAGE.

I would now like to go back and review specific aspects of the youth.gc.ca site in detail, starting with the Homepage.  

14. What are your impressions of the following aspects of the Homepage?  

a) Structure and Organization

PROBE: Is the overall approach to categorization and organization of the home page intuitive?  Given the types of information you would be seeking, are the topics in the appropriate order?

b) Navigational Features 

PROBE: How easy or difficult would you say it is to find information on the Homepage?  Why do you say that?  What could be done to make it easier to find information?  

c) Overall look and feel

PROBE:  What is your impression of the colours used on the Homepage?  Are the images/graphics appropriate?  Would you suggest anything to improve the look and feel of the Homepage?

15. What other information and/or features could be added that would encourage you to visit the youth.gc.ca site on a regular basis?

16. Is there a section of the site that you would remove?

Map-based Navigation Tool (5 minutes)

17. Does the approach they have taken to narrowing down your search make sense?  - i.e. clicking on the map, and then choosing a community

· When you first clicked on the map, did you expect to be asked to specific your community?

· You may have noticed that, when you choose a location, this location automatically applies to additional searches that you conduct.  What do you think of this feature?

· Is it clear how you would switch to another community, Canada as a whole?

Message Board (15 minutes)

CLICK ON MESSAGE BOARD LINK FROM HOME PAGE.  ASK PARTICIPANT TO READ THE EXPLANATION ON THE OPENING PAGE AND REVIEW THE APPLICATION PROCESS.

18. Is the explanation clear?  

· What would you expect if you sign up?

19. Would it encourage you to sign up?

· If not, why?

20. What would motivate you to join an online community or team of this nature?

· Volunteering letter (to meet curriculum requirements)

· Experience that you can cite when looking for work

· Interest in the topics

· Networking/meeting new people

· Prizes

· Ability to have an impact on Government decisions

· Other

21. How comfortable do you feel about providing the kind of personal information that they require to sign up?

· Would you provide accurate information?  If not, why not?

· How comfortable would you feel if you were told that they would link any comments that you make on the message board to your personal identity information (i.e. identifying you internally rather than publicly on the message board)?

Imagine that you have submitted your application and been given a username.  Let’s go on the message board.
SHOW SAMPLE EMAIL RESPONSE AND THEN GO TO http://www.youth.gc.ca/cyc/
22. What do you think of this as the opening page?

· Is it what you expected to find?

· Do the categories make sense?

CLICK ON MESSAGE BOARD SECTION AND SHOW A SAMPLE ASSIGNMENT (CLICK ON ASSIGNMENTS)
23. What do you think of this feature?

· Is it what you expected to find?

· Does it match what you are used to in relation to other message boards?
· Now that you see the message board, can you see yourself participating?  Why?  Why not?

· If so, how often would you visit?

24. Overall, to what extent do you think that it is a good idea for the Government of Canada to be offering a volunteer forum such as the Canadian Youth Connection Team?

Youth Employment Strategy (10 minutes)

CLICK ON EACH SECTION OF THE YOUTH EMPLOYMENT STRATEGY AND GIVE PARTICIPANT TIME TO REVIEW

25. Is it clear what this section is about?

· What is it telling you?

WHO CAN PARTICIPATE
26. After reading the explanation, do you think you would be eligible for a Youth Employment Strategy program?

HOW CAN I APPLY
27. Based on this information, what would you do to apply for a position?

OVERALL
28. From what you’ve seen, is the Youth Employment Strategy section written for you?

· Does it appear to be targeted at youth?

29. How might you improve the content in this section, if at all?

	Wrap-up (5 minutes)


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

· If likely, what would you use it for?

31. If you were trying to encourage young Canadians to visit the site, what would you tell them about the site? 

32. To sum up, what would you say are the top-3 priority changes or enhancements for the youth.gc.ca site?  

CHECK WITH THE CLIENT TO SEE IF ADDITIONAL QUESTIONS.

Thank you for your time.
Information Retrieval Exercise Recording Sheet

Search Order (e.g. First Search, Second, etc.):  _______________________________

	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
	



































































































































The use of a technical name, rather than a plain language title, led many to overlook this link.





Some people overlooked the link because the description did not lead them to believe that it contained information about donating blood.





The distinct design and positioning of the Events Calendar and Message board features causes them to be overlooked (i.e. viewed as subservient) relative to the main content categories above.





The design led many interviewees to view these buttons as the main navigation options.





A number of people expected to find the Species Database under the Biology section within the Science and Technology category.














Very few noticed this link when asked to switch communities.





Some users chose their city from the pull-down menu and then mistakenly clicked on the provincial “Go” button.








There was not universal recognition of the acronym “MP”, leading several youth to overlook this link.














� It should be noted that it was not possible to implement all recommended changes within the timeframe between the two research stages and, as a result, some as aspects of this research resulted in validation of the initial findings.







