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1.0
Executive Summary/Sommaire

Background and Research Objectives

The Office of Energy Efficiency (OEE), housed within the Energy Sector at Natural Resources Canada, maintains a corporate Web site.  This Web site is designed to offer Canadians and Canadian organizations a comprehensive source of information on energy efficiency that covers how to save energy and money and protect the environment at home, at work and when traveling.

In 2003, management at the OEE initiated an Internet revitalization process that was designed to ensure that the OEE Web site reflected user needs and expectations while complying with the Government On-line Common Look and Feel standards.  As a result, prototypes of the Homepage and relevant second-level pages were developed to reflect a new information architecture, navigation conventions, visual elements and category labels.  To ensure that the design efforts were on-track, the OEE Web site management team commissioned limited user-based research in the fall of 2003.  

Recognizing that each section of the site is critical to the success of the revised OEE Web site, those managing the site built on the findings from the first round of usability testing to refine a detailed working prototype for one specific section of the site: Transportation (Personal Use and Business Use).  This prototype included revised sub-sections for the Transportation section, reflecting updated organization and navigation conventions as well as content.  Those managing the OEE site felt that it was prudent to conduct user-based research to ensure that the new prototype meets the needs and expectations of its target audiences.  

The primary objectives of the research were to:

· test the usability of the revised Web site prototype design (Transportation Section for both Personal and Business use); 

· determine whether the Web site prototype design is intuitive and easy to use;

· explore satisfaction with the content, organization and navigation conventions;

· explore overall reactions to key likes and dislikes; 

· understand the use context (e.g. for what purposes both general public and business representatives will use the site); and

· develop over-arching guidelines for navigation and organization that can be implemented across all sections of the OEE site.

Approach

Our overall approach to the research included 31 one-hour observational interviews with representatives from the general public and the Transportation business sector.  The research was conducted in Toronto in English (7 interviews), in Calgary in English (8 interviews), in Halifax in English (8 interviews) and in Montreal in French (8 interviews).  

The one-on-one interview approach enabled us to surface a range of detailed usability issues, which were only identifiable by observing actual interactions with the Web site.  The one-on-one usability interviews included observation of search behaviour, which was crucial for identifying and understanding the cognitive processes and resulting search paths used by respondents.  

Overall Observations

Overall, the Transportation Portal tested well with respondents.  This research suggests that only minor refinements to the Portal are required, rather than a substantial re-haul of the information architecture and navigation.

Generally, the content met respondents’ expectations.  The approach to organizing the content on the main page of the Portal was considered intuitive, helping respondents navigate through the Transportation Portal.  The various avenues available to access information, (e.g. placing links and content in more than one area of the site) also helped respondents navigate through the site.   

While the OEE Transportation Portal tested well, some issues emerged with respect to navigation and organization of links on second-level pages, labeling and content.  These issues and relevant key recommendations are summarized below.

Moving Forward

Navigation and Organization Issues

· Once respondents began to navigate within the Transportation section, there were no indications on the left-menu bar (or anywhere else on the site) to orient the user to where they were within the site.
· Respondents did not understand that the left navigation bar contained both transportation-related links and general links.  As such, they questioned why several links on the left navigation bar were not displayed in the middle of the first-level Transportation Portal page (which only displayed transportation-related links).   

· Several respondents noted that the ‘Return Home’ link was unclear.  

· Once in the ‘Fuel Consumption Guide’, respondents had difficulty comparing fuel consumption ratings for vehicles.  Most respondents did not notice the ‘Compare Vehicles section’ hyperlink within the text of the ‘Fuel Consumption Guide’. 

Navigation and Organization Recommendations

· Consider using one of the following approaches to highlight a user’s location in the Portal based on the left navigation menu:  Indent bullets, change the font or the colour of the section; highlight the section; use a down facing arrow such as in the case of the Personal Transportation link; or underline the section such as in the right navigation menus within the Portal.

· Consider including only transportation-related links in the middle of the page and on the left navigation menu (e.g. remove the ‘Media Room’ and ‘For Kids’ links from the Transportation Portal page) or, where non-related links are included, ensure that they are colour-coded separately, to communicate the difference. 

· Consider incorporating the right navigation menus, where appropriate, and breadcrumb trails as navigational techniques through the Portal.

· Consider either removing the ‘Return Home’ link or calling it “OEE Home”.

· Consider changing the format in which the ‘Compare Vehicles section’ link is presented on the page.  Consider presenting this link as a button to increase visibility and usage.  Consider either offering users the ability to compare vehicles upon selecting the “Comparing Vehicles’ link on the right menu within the ‘Fuel Consumption Guide’. 

Content Issues

· While the site’s content generally met users’ expectations, some content was noted as missing on the site:

· Respondents had difficulty finding information related to fuel efficiency workshops offered to organizations.

· Respondents had difficulty understanding the use of acronyms within the Portal (e.g. AFV guide).  

· While respondents found it useful to include descriptions under the main headings for Personal and Business Use, these descriptions were sometimes misleading.

· While most labels were considered clear and descriptive, a few caused some concern.

Content Recommendations

· Consider incorporating additional content in the OEE Transportation Portal, including additional content for personal use (e.g. cost saving tips) and business use (e.g. availability of fuel consumption ratings for industry vehicles).

· Consider adding a “Workshops and Training” link on the main Business Transportation Portal page to incorporate information on fuel efficiency workshops.

· Consider including a “Tips” link on the Transportation Portal page in which tips are presented in one specific section on the site and organize the tips by topic as well as maintaining the current approach of presenting relevant 
tips within specific sections of the site.  

· Avoid using only acronyms on the site.  If an acronym is going to be used on the site, ensure that the word is fully spelled out.

· Enhance the description for each section to more accurately reflect the information provided.  

· Consider changing the label ‘Vehicle Fuels’ to ‘Alternate Fuels’ and following industry standards when labeling: Light, Medium and Heavy-Duty Vehicles.

Site Convention Issues

· Respondents indicated that the main titles (e.g. Personal Transportation and The Office of Energy Efficiency (OEE) Welcomes You) were too close to the top banner, making them hard to notice on a page.   

· While respondents liked the appearance of titles as part of a graphic image, they noted that this was not appropriate for all titles or headers throughout the site.   Respondents did not want to see main titles and sub-section titles presented in the same format.

· The portal did not always use consistency when presenting titles.  For instance, upon selecting ‘Choosing a Fuel-Efficient Vehicle’, the title of the page read ‘Choose a Fuel-Efficient Vehicle’.  

Site Convention Recommendations
· Increase the amount of space provided in between titles and the top banners of each page.

· Consider maintaining the current format, in which main titles are presented in 
HTML text, while sub-titles are presented as part of a graphic image (e.g. Personal and Business Use, AFV Guide).  

· Ensure consistency across the site:  links should match the titles presented on all pages.

· Present content categories on sub-portal pages in a series of links – where possible, organized into broad categories and ensure that links are as descriptive as possible.  This format is easy for users to scan and enables them to quickly get a sense of relevant content.  This format will also work well with the inclusion of the right-menu bars on relevant pages.

· Capitalize the first letter of each word within a title or heading. 

Sommaire

Contexte et objectifs de l’étude

L’Office de l’efficacité énergétique (OEE), qui fait partie du Secteur de l’énergie de Ressources naturelles Canada (RNCan), administre son propre site Web. Ce site a pour but d’offrir aux Canadiens et aux organismes canadiens une source exhaustive d’information sur l’efficacité énergétique, notamment sur les façons d’économiser l’énergie, d’épargner et de protéger l’environnement à la maison, au travail et sur la route.  

En 2003, la direction de l’OEE a amorcé une initiative de revitalisation d’Internet afin de s’assurer que le site Web de l’organisme répondait aux besoins et aux attentes de ses utilisateurs tout en respectant les normes de présentation uniforme de l’initiative Gouvernement en direct. C’est ainsi que des prototypes de la page d’accueil et de pages pertinentes de deuxième niveau ont été conçus selon une architecture d’information, des conventions de navigation, des éléments visuels et des étiquettes de catégorie renouvelés. À l’automne 2003, l’équipe de gestion du site Web de l’OEE a demandé une étude auprès d’un petit groupe d’utilisateurs pour s’assurer que les efforts de conception allaient dans le bon sens.  

Conscients que chaque section du site revêt une grande importance pour assurer le succès du site Web remanié de l’OEE, les administrateurs du site ont utilisé les résultats de la première série d’essais de convivialité pour perfectionner un prototype fonctionnel détaillé visant une section précise du site : les transports (secteurs personnel et commercial). Ce prototype comprenait des sous-sections révisées pour la section sur les transports, lesquelles tenaient compte notamment de la structure et des conventions de navigation ainsi que du contenu mis à jour. Les administrateurs du site jugeaient prudent d’effectuer une étude auprès des utilisateurs pour s’assurer que le nouveau prototype répondait aux besoins et aux attentes des publics cibles.  

Les principaux objectifs de l’étude étaient les suivants :

· vérifier la convivialité du prototype de site Web remanié (section des transports à des fins personnelles et commerciales);

· déterminer si le prototype du site Web était intuitif et convivial;

· évaluer le degré de satisfaction en ce qui a trait au contenu, à la structure et aux conventions de navigation; 

· évaluer les réactions générales en ce qui a trait aux points forts et aux points faibles (ce que les utilisateurs aiment ou aiment moins); 

· comprendre le contexte d’utilisation (p. ex., à quelles fins le site sera utilisé par la population en général et les représentants d’entreprises);

· élaborer des lignes directrices essentielles pour la navigation et la structure qui pourront être suivies dans toutes les sections du site de l’OEE.

Démarche

Dans le cadre de l’étude, nous avons effectué 31 entrevues d’observation d’une heure avec des représentants de l’ensemble de la population et du secteur du transport commercial. L’étude a été effectuée en français à Montréal (huit entrevues) et en anglais à Toronto (sept entrevues), à Calgary (huit entrevues) et à Halifax (huit entrevues).

Grâce aux entrevues personnalisées, nous avons pu mettre en lumière un grand nombre de questions détaillées ayant trait à la convivialité, que l’on ne pouvait mettre au jour qu’en observant l’interaction réelle de l’utilisateur et du site Web. Les entrevues personnalisées sur la convivialité comprenaient l’observation du comportement de recherche, un élément essentiel pour relever et comprendre les processus cognitifs et les chemins de recherche connexes utilisés par les répondants.    

Observations générales

Dans l’ensemble, le portail de la section sur les transports a obtenu de bons commentaires. Les résultats donnent à penser que seules des améliorations mineures doivent y être apportées et qu’aucun remaniement important de l’architecture d’information et de la navigation n’est requis.

En règle générale, le contenu répondait aux attentes des utilisateurs. L’organisation du contenu sur la page principale du portail a été jugée intuitive, aidant les répondants à naviguer dans tout le portail. Les diverses façons possibles d’avoir accès à l’information (p. ex., liens et contenu figurant dans plusieurs sections du site) facilitent également la navigation. 

Bien que le portail de la section sur les transports ait obtenu de bons résultats, on a relevé certaines lacunes en ce qui a trait à la navigation et à l’organisation des liens dans les pages de deuxième niveau, l’étiquetage et le contenu. On trouvera ci-après une brève description de ces lacunes ainsi que des principales recommandations qui ont été formulées à cet égard.

Navigation

Questions relatives à la navigation et à la structure

· Lorsqu’ils commencent à naviguer dans la section sur les transports, les répondants ne trouvent plus d’indication sur la barre de menus figurant à la gauche de l’écran (ou ailleurs dans le site) leur expliquant où ils se trouvent dans le site.
· Les répondants n’ont pas compris que la barre de navigation de gauche renfermait aussi bien les liens portant sur le transport que les liens généraux. Ils se demandaient donc pourquoi plusieurs liens de la barre de navigation de gauche n’étaient pas affichés dans le milieu de la page de premier niveau du portail sur les transports (où sont affichés uniquement les liens ayant trait au secteur des transports). 
· Plusieurs répondants ont indiqué que le lien « Accueil » n’était pas clair.  

· Une fois dans la section « Guide de consommation de carburant », les répondants ont indiqué avoir de la difficulté à comparer les cotes de consommation de carburant des véhicules. La plupart d’entre eux n’ont pas remarqué le lien hypertexte « Comparez des véhicules » dans le texte du Guide de consommation de carburant. 

Recommandations relatives à la navigation et à la structure

· Utiliser l’une des approches suivantes pour indiquer où se trouve l’utilisateur dans le portail à partir de la barre de navigation de gauche : puce en retrait; modification de la police de caractères ou de la couleur de la section; surlignage de la section; utilisation d’une flèche vers le bas, comme dans le cas du lien menant au transport personnel; ou soulignement du titre de la section, comme dans les menus de navigation de droite dans le portail.

· Inclure uniquement les liens relatifs aux transports dans le milieu de la page et dans le menu de navigation de gauche (p. ex., supprimer les liens « Salle des médias » et « Pour les jeunes » du portail de la section sur les transports) ou, lorsqu’il y a des liens qui ne touchent pas les transports, veiller à ce qu’ils soient chromocodés séparément afin d’indiquer la différence. 

· Intégrer les menus de navigation de droite, au besoin, et les pistes de navigation adéquates pour faciliter la navigation dans tout le portail.

· Supprimer le lien « Accueil » ou l’appeler « Accueil OEE ».

· Modifier le format dans lequel le lien « Comparez des véhicules » est présenté sur la page, en utilisant un bouton afin d’en améliorer la visibilité et d’en accroître l’usage. Offrir aux utilisateurs la possibilité de comparer les véhicules en cliquant sur le lien « Comparaison entre véhicules » du menu de droite dans le Guide de consommation de carburant. 

Questions relatives au contenu

· Si le contenu du site répond généralement aux attentes des utilisateurs, on a souligné qu’il manquait certains éléments dans le site :

· les répondants avaient de la difficulté à trouver de l’information relative aux ateliers sur la consommation de carburant offerts aux organismes;

· les répondants avaient de la difficulté à comprendre les acronymes utilisés dans le portail (p. ex., Guide des VCR).  

· Les répondants trouvent utile d’inclure des descriptions sous les grands titres Personnel et Secteur commercial, mais jugent que ces descriptions portent parfois à confusion. 

· La plupart des étiquettes étaient jugées claires et éloquentes, mais quelques-unes ont soulevé des préoccupations. 
Recommandations relatives au contenu

· Ajouter du contenu au portail de la section portant sur les transports, notamment de l’information concernant l’utilisation personnelle (p. ex., conseils pour économiser) et commerciale (p. ex., cotes de consommation de carburant pour les véhicules commerciaux). 

· Ajouter un lien « Ateliers et formation » sur la page principale du portail de la section des transports – secteur commercial afin d’y inclure de l’information concernant les ateliers sur la consommation de carburant.

· Ajouter une section de conseils dans le portail de la section sur les transports; les conseils figureraient dans une section précise du site et seraient organisés par sujet; conserver la stratégie actuelle, qui consiste à présenter les conseils pertinents dans des sections précises du site. 

· Éviter d’utiliser des acronymes dans le site. Lorsqu’on le fait, s’assurer que le terme est indiqué au long la première fois qu’il est mentionné.

· Améliorer la description pour chaque section afin d’y indiquer plus exactement l’information que l’on y retrouve.   

· Remplacer l’étiquette « Carburants » par « Carburants de remplacement » et suivre les normes de l’industrie en matière d’étiquetage – véhicules légers, moyens ou lourds.

Questions relatives aux conventions

· Les répondants ont indiqué que les grands titres (p. ex., Transport personnel ou L’OEE vous souhaite la bienvenue) étaient trop près de la bannière supérieure, ce qui permettait difficilement de les remarquer sur une page.    

· Bien que les répondants aiment que les titres soient présentés dans l’image graphique, ils ont souligné que cela ne convenait pas pour tous les titres ou en-têtes dans l’ensemble du site. Ils ne voulaient pas que les titres principaux et les titres des sous-sections soient présentés dans le même format. 

· La présentation des titres n’est pas toujours uniforme dans le portail. Par exemple, lorsqu’on clique, dans la version anglaise du site, sur « Choisir un véhicule éconergétique », le système nous renvoie à la page intitulée « Choix d’un véhicule éconergétique ».  

Recommandations relatives aux conventions
· Accroître l’espace entre les titres et la bannière de la partie supérieure de chaque page.

· Conserver le format actuel, dans lequel les titres principaux sont présentés en texte HTML et les sous-titres font partie de l’image graphique (p. ex., utilisation à des fins personnelles et commerciales, Guide des VCR).  

· Assurer l’uniformité dans l’ensemble du site : le titre des liens devrait correspondre aux titres présentés sur toutes les pages.

· Présenter les catégories de contenu des pages des sous-portails dans une série de liens – dans la mesure du possible, les organiser dans des catégories générales et s’assurer que les liens sont aussi éloquents que possible. Ce format est facile à parcourir pour les utilisateurs et leur donne rapidement une idée du contenu pertinent. Il conviendra également bien en cas d’inclusion de barres de menu de droite dans les pages pertinentes. 
· En anglais, utiliser la majuscule pour la première lettre de chaque mot dans un titre ou un en-tête. 

2.0
Introduction

2.1
Background and Research Objectives

The Office of Energy Efficiency (OEE), housed within the Energy Sector at Natural Resources Canada, maintains a corporate Web site.  This Web site is designed to offer Canadians and Canadian organizations a comprehensive source of information on energy efficiency that covers how to save energy and money and protect the environment at home, at work and when traveling.

The OEE Web site evolved as a collection of several independent program sites that held a wealth of information.  However, the independent development of these sites at different times resulted in a range of design and content guidelines and objectives.  Those responsible for the OEE Web site were concerned that different site characteristics impeded the user experience.  For example, there were concerns that the lack of common look and feel and poor navigation in some areas limited the ability of users to find certain information and/or access it in an efficient and intuitive manner.  

In order to address these and other concerns, management at the OEE initiated an Internet revitalization process in 2003 that was designed to ensure that the OEE Web site reflected user needs and expectations while complying with the Government On-line Common Look and Feel standards.  Phase 5 conducted the user-based research component of the Internet revitalization process.  A key outcome of this revitalization process was the development of a strategic conceptual plan for the OEE Web site and its related sub-sites, to ensure that the site continued to be highly valued by its current and potential users.  

A Web site that is highly valued by its users does not come by chance.  Rather, it is the result of careful planning and a sound strategic vision, elements that are borne of a logical development process.  The OEE Web site management team addressed visitor profile and segmentation and site concept development through online profiling research, enabling the identification of key target audience groups.  Qualitative research conducted in 2003 helped to create a conceptual site framework.  The development of a conceptual and architectural framework for the OEE and its sub-sites addressed issues such as content organization and navigation and provided actionable recommendations that site developers and management were able to work with.  

Based on these recommendations, site developers moved forward with the development of a Homepage prototype and relevant second-level page prototypes.  These prototypes reflected a new information architecture, navigation conventions, visual elements and category labels.  To ensure that the design efforts were on-track, the OEE Web site management team commissioned limited user-based research in the fall of 2003 with key target audience groups (general public and business sector audiences).  As such, prototype development and alpha testing were addressed by this research initiative.  The findings from this research study validated the direction that the site management team was taking for substantial design and architecture changes for the entire OEE Web site. 

Specifically, this research initiative confirmed that the conceptual and architectural framework developed for the OEE and its sub-sites from the initial Internet revitalization process was well on-track.  Indeed, both business and general public respondents reacted positively to the prototype design.  Most respondents suggested changes or additions to improve the site, but these tended to be relatively minor, reflecting “tweaking” rather than fundamental changes to site structure or strategy.  The fundamental division of the site into “Personal Use” and “Business Use” categories was also validated by all respondents.

While the findings from this research initiative provided invaluable guidance for new designs for the Homepage and second-level pages (e.g. the opening page of each specific section of the site), these pages are only the “tip of the iceberg” for the site.  Each section of the site, for both personal and business use, contains a wealth of information that must not only be relevant to users, but organized in an intuitive manner that facilitates easy access.  Recognizing that this is critical to the success of the revised OEE Web site, those managing the site have built on the findings from the first round of usability testing to refine a detailed working prototype for one specific section of the site: Transportation (Personal Use and Business Use).  This prototype included revised sub-sections for the Transportation section, reflecting updated organization and navigation conventions as well as content.  

Those managing the OEE site felt that it was prudent to conduct user-based research to ensure that the new prototype meets the needs and expectations of its target audiences.  While this testing was intended to provide feedback for the Transportation section, it was also intended to provide over-arching guidance prior to rolling out the revised organizational structure and navigation conventions across all sections of the OEE site.

The primary objectives of the research were to:

· test the usability of the revised Web site prototype design (Transportation Section for both Personal and Business use); 

· determine whether the Web site prototype design is intuitive and easy to use;

· explore satisfaction with the content, organization and navigation conventions;

· explore overall reactions to key likes and dislikes; 

· understand the use context (e.g. for what purposes both general public and business representatives will use the site); and

· develop over-arching guidelines for navigation and organization that can be implemented across all sections of the OEE site.

In addition to the primary objectives listed above, the research also addressed the following: 

· overall reactions to the prototype design;

· reactions to the overall look and feel of the prototype designs;

· specific needs and expectations related to content;

· labeling on the revised prototype; and

· key facilitators and barriers for use.

2.2
Approach

Our overall approach to the research included 31 one-hour observational interviews with representatives from the general public and the Transportation business sector.  The research was conducted in Toronto in English (7 interviews), in Calgary in English (8 interviews), in Halifax in English (8 interviews) and in Montreal in French (8 interviews).  The table below outlines the research that was conducted with each audience group.

Table 1: Profile of Respondents by Audience Group and Language

	Audience Group:
	Toronto 

(English)
	Calgary

(English)
	Halifax

(English)
	Montreal

(French)
	Total

	General Public
	3
	4
	4
	4
	15

	Transportation
	4
	4
	4
	4
	16

	Total
	7
	8
	8
	8
	31


The research objectives focused on the need to ensure that the redesigned prototype met users’ needs, and was designed in a manner that facilitated intuitive use.  This required detailed feedback that was best obtained through in-depth interviews that emulated realistic interactions that the general public and the Transportation business sector might have with the Transportation section of the site.  

Users typically interact with Web sites on their own.  As such, it was important that the research closely emulated the context within which respondents could interact with the site.  One-on-one observational interviews were ideally suited to address the research requirements as respondents could interact naturally with the site.   The researcher then observed the navigational path of users and identified their cognitive processes.  The one-on-one interview approach enabled us to surface a range of detailed usability issues, which were only identifiable by observing actual interactions with the Web site.  The one-on-one usability interviews included observation of search behaviour, which was crucial for identifying and understanding the cognitive processes and resulting search paths used by respondents.  

Recruiting.  All respondents were recruited using the screening questionnaires included in Appendix A.  These screeners were developed by Phase 5 and approved by the OEE Project Authority.  The screeners were designed to ensure respondents had actively looked for and or used transportation-related energy efficiency information from any source within the past year.   Importantly, given that we were testing a revised prototype of the Transportation Section of the OEE Web site, it was important to recruit respondents with demonstrated interest in this specific area.  This was most important for recruiting general public respondents, but was also a consideration for Transportation business recruits, where we actively recruited participants who dealt directly with transportation-related energy efficiency information in their day to day jobs.   

We ensured a mix of the following criteria among business representatives: 

· occupations (e.g. fleet managers, car sales professionals, business owners); 

· sectors within a transportation-related occupation;   

· size of the organization by means of the number of employees within the organization; and,

· a variety of energy efficiency issues as part of their day to day job.  

We ensured that all general public respondents had sought a variety of transportation-related energy efficiency topics.  The screener also helped obtain a mix of profiles.  Specifically, respondents were selected to represent a mix of age, gender, occupation, household income levels and some ethnic representation.   

Across both the general public and the Transportation business sector, we attempted to recruit a mix of respondents who had used the Office of Energy Efficiency web site in the past, as well as respondents who had never used the site.  We also attempted to recruit a mix of respondents who had light, average and advanced experience and comfort using the Internet.  We accomplished this through a screening question related to the amount of time spent weekly using the Internet.  Based on past experience, this was necessary to ensure that the interview was focused on site usability and not confused with computer literacy skills (e.g. not knowing how to double-click a mouse).

Conduct of the interviews.  All of the one-on-one interviews were conducted in professional research facilities.  The one hour observational interviews took place from January 31st to February 10th, 2005.  All research facilities had observation rooms that were separated from the interview room by a one-way mirror.  All general public respondents were paid an incentive of $60 for their time, while business respondents were paid an incentive of $75 to $100 depending on the location.  

The interviews followed an interview guide (included in Appendix B) prepared by 

Phase 5 and approved by the Project Authority.  The primary focus of the interviews was to observe and obtain feedback from respondents in the context of their using the redesigned OEE Transportation prototype.  Phase 5 worked closely with the Project Authority to arrive at the search scenarios that were presented to different respondents.

The flow of the interviews was as follows:

Introduction – The interviewer informed respondents of the purpose of the research, the agenda and other key information.  

User modeling - At the start of the session, respondents were asked to discuss their overall use of transportation-related energy efficiency information.  This included a description of the situation when they looked for information, the type of information sought, sources used and any problems encountered.  Business respondents were probed to understand how they use transportation-related energy efficiency information in their day to day jobs.  For those respondents who had not used the OEE Web site, they were asked to describe their expectations of the site.  

Exercises – Each respondent was asked to attempt to search for specific information using the new OEE Transportation prototype (using search criteria that closely reflected their personal situations).  Each respondent conducted at least two information search exercises.  During the simulation exercise, respondents were encouraged to “think-aloud”, that is, to express their thoughts, impressions and reactions as they proceeded through the application process.  Throughout the exercise, the interviewer recorded a detailed account of navigational patterns (number of steps, paths followed, etc.), any problems they seemed to have encountered, as well as their spoken impressions and any non-verbal indications of affective states (e.g. bodily indications of hesitation, endorsement or excitement).

Exercise review - At the end of the exercise, the interviewer retraced the steps taken by respondents in order to assess the difficulty of completing the exercise and to discuss any particular stumbling blocks they seemed to encounter. The exercise review allowed for a detailed evaluation of the site, within the context of the exercise that was just completed. 

Discussion - At the end of the exercises, respondents were asked to discuss their overall impressions, key likes and dislikes and spend considerable time exploring suggested improvements and / or modifications.   

Wrap-up – Respondents were asked if they would personally use the OEE web site, along with their motivations for doing so and to suggest improvements to the site.  

2.3
Research Considerations

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

3.0
Use of Transportation-Related Energy Efficiency Information 

Respondents were asked to describe situations in the past year when they had sought transportation-related energy efficiency information, citing the type of information sought, sources used and any problems encountered.  Note to reader: the recruiting criteria ensured that all respondents had actively sought transportation-related energy efficiency information in the past year.  

3.1
Information Needs

General Public

Most general public respondents were concerned about energy efficiency issues related to their car.  The issues of primary concern related to fuel efficiency (e.g. lower gas consumption and vehicle comparisons for new and existing cars) and the environment (e.g. reduce pollution and emissions).  

A review of respondents’ transportation-related energy efficiency information needs clearly indicated a common theme among the general public.  Consideration for purchasing a new or used vehicle clearly motivated respondents to seek out transportation-related energy efficiency information.  We have also identified additional situational categories among the general public respondents that prompted them to seek out this information.  The following table illustrates these situations, along with the type of information sought.

Table 2:  Situations and Type of Transportation-Related Energy Efficiency Information Sought in the Past Year for the General Public 

	Situation
	Examples of Information Sought

	To purchase a vehicle (new and used)
	· Fuel consumption / fuel efficiency

· Types of cars (e.g. hybrids) and their benefits

· Comparison between vehicles (e.g. which model is most fuel efficient)

· Driving tips to reduce fuel consumption

· Alternative fuel sources

· Safety versus efficiency information

	To determine the energy efficiency level of own vehicle
	· Fuel consumption guide

· Car reviews 

· Comparison of energy efficiency levels between vehicles

	To conduct research on alternate fuel sources
	· Hybrids

· Available fuel sources and their benefits

	To assess the overall environmental impacts of vehicles.
	· Idling

· Emissions

· What can be done to reduce the impacts on the environment


Transportation Business Sector

Transportation business respondents were recruited because they work and deal with transportation-related energy efficiency issues through their jobs.  Specifically, many of these respondents dealt with energy efficiency issues while managing a fleet of vehicles, running a business or selling vehicles.  The issues of primary concern for fleet managers and business owners were related to minimizing their overall operational costs to ultimately maximize their bottom line profit.  To achieve this, business representatives monitored costs, monitored gas consumption, ensured regular vehicle maintenance, purchased fuel efficient vehicles, attempted to improve overall vehicle efficiency, limited idling time and reduced emissions.  Car Sales Professionals were primarily concerned with responding to client requests related to energy and fuel efficiency for their vehicles.  

We have identified situational categories among the transportation business respondents that vary depending on the nature of the respondent’s job.  The following table illustrates these situations, along with the type of information sought.

Table 3:  Situations and Type of Transportation-Related Energy Efficiency Information Sought in the Past Year for the Transportation Business Sector

	Situation
	Examples of Information Sought

	To maintain a fleet of vehicles (fleet managers)
	· Ways to get better fuel economy

· Idling information: cost of idling and anti-idling savings

· Repairs to help increase energy and fuel efficiency 

· Alternate fuel sources

· Most fuel efficient vehicles

· What is being done elsewhere, in other fleets

	To manage a business (business owner)
	· Fuel efficient vehicles

· Regular maintenance tips to increase energy efficiency and to reduce emissions

· Determine the balance between the right equipment and energy efficiency

	To plan ahead (business owners and fleet managers)
	· Where is vehicle technology going?

· Benefits of replacing vehicles within a fleet for more energy efficient vehicles

· Expert sources as to what is available in the marketplace (e.g. alternate fuel sources, hybrids, new technologies, electricity vehicles) and associated benefits 

	To respond to client requests / inquiries (car sales representatives)
	· Fuel consumption ratings of specific vehicles

· Compare older vehicles to newer vehicles

· Suggestions for better fuel efficiency

· Vehicle comparisons


It is important to consider the situations and type of information sought when designing a site.  This helps ensure that content is not only appropriate for each audience, but that the presentation and organization of the information reflects the users’ reality and cognitive processes.  The research illustrates that the general public’s primary information needs related to their consideration for purchasing a new or used vehicle.  Transportation Business respondents’, primarily fleet managers and business owners, information needs related to minimizing their overall costs of operating by considering energy efficiency alternatives within their operations.  This suggests that the current site is well positioned to accommodate this audience’s information needs, however, slight modifications and adjustments may add even more value to users.  These will be addressed in upcoming chapters within the report.

3.2
Information Sources

Sources used by the general public.  In most cases, respondents used the Internet to access transportation-related energy efficiency information.  When searching for this information on the Internet, a few respondents tended to start their search by entering a specific term into a popular search engine (e.g. Google or Yahoo).  Following this, they began the process of linking to the sites in the search results, starting with the top-ranked sites.  Specific Internet sites accessed by the general public included the Consumer Reports site, car dealership sites and car manufacturer sites.  Several respondents had accessed the OEE web site.  The television commercial for the One Tonne Challenge had prompted some respondents to visit the OEE site.  One respondent accessed the Environmental Protection Agency (EPA) web site, however, noting that this was an American source.

In addition to the Internet, a few respondents noted that they had accessed information through the One Tonne Challenge booklet / pamphlet; a few others had obtained information in the car section of the newspaper, on the Energuide stickers posted on new vehicles and through car guides available at car dealerships.

Respondents cited that their channel of choice for searching for transportation-related energy efficiency information is the Internet.  They noted that beginning a search through the Internet was the quickest way to locate information, given that it often referred them to other sources to get specific information.  
Sources used by Transportation Business respondents.   In most cases, respondents used the Internet to access transportation-related energy efficiency information.  Specific Internet sites accessed by this audience included the Natural Resource Council (NRC) site, the National Safety Council site, the NAFA site (a fleet association in the US), car manufacturer sites, and the Environmental Protection Agency (EPA) web site.  Some respondents had accessed the OEE web site, indicating that it was an accurate and non-biased source of information.  

In addition to the Internet, business respondents noted that they had accessed information at car and equipment shows, through the Fuel Consumption Guide, through the Fleet Smart Committee and by consulting internal company resources (e.g. Bell Canada’s internal environmental groups). 

The channel of choice for searching for transportation-related energy efficiency information varied by job.  For instance, car sales representatives felt that a hardcopy of the Fuel Consumption Guide offered a quick means of providing clients with fuel-efficient information.  Car sales representatives noted that using the Internet to access the Fule Consumption Guide was more time consuming than simply accessing their paper copy.  Fleet managers and business owners preferred the Internet, as long as the information was easily accessible.  
4.0
Awareness and Understanding of the Office of Energy Efficiency (OEE) and its Web Site

This section of the report presents findings related to respondents’ initial awareness and understanding of the Office of Energy Efficiency and its web site, prior to reviewing the Transportation prototype.  

4.1
Awareness of the OEE and its Web Site

Respondents were asked whether they had heard of the Office of Energy Efficiency, prior to the research.   Awareness was lower among the general population, than among the transportation business audience.  

More than half of the general public respondents had no awareness of the OEE.  Among those who were aware of the OEE, the One Tonne Challenge television campaign with Rick Mercer had promoted exposure to the site for some.  At the time of testing the OEE site, the home page had an image/button of the One Tonne Challenge with Rick Mercer and many spontaneously commented that they had seen the commercial.  A few others were aware of the EnerGuide labels on their household appliances and on new vehicles, however, they did not associate this label with the OEE.   

Among the transportation business audience, most were aware of the OEE, with many having used the Fuel Consumption Guide and the EnerGuide labeling information provided by the OEE.  Such as in the case of the general public, the One Tonne Challenge television campaign with Rick Mercer had promoted exposure to the site for some business respondents.  Those who were not aware of the OEE, were aware of Natural Resources Canada.

4.2
Perceived Scope of the OEE Web Site

General Public

Not surprisingly, given the lower levels of awareness and exposure among the general public, respondents were not able to express a detailed vision related to the scope of content they expected to find on the OEE Web site.  Most general public respondents indicated that they expected that the OEE Web site would provide information on ways to increase energy efficiency and save money for both their home and their vehicle.   When asked to think about the specific types of transportation-related information they would expect to find, respondents expected to access the following on the OEE Web site (in alphabetical order):

· Alternative fuel sources 

· Benefits of alternative fuel sources

· Energy efficiency information for various car and truck models

· Environmental effects of driving

· New types of vehicles coming out (e.g. hybrids)

· Public transportation options 

· Tips to cut down on fuel consumption

While the Transportation Section of the OEE site reflected most of the information expected by respondents, the site lacked in terms of information related to environmental issues and impacts related to transportation.  

Transportation Business Sector

Business respondents who had a higher awareness of the Office of Energy Efficiency, expected to access the following information on the OEE Web site (in alphabetical order):

· Alternate fuel sources

· Effects of idling 

· Expert source / statistics as to what technologies are proven in the marketplace 

· Fuel Consumption Guide

· Fuel consumption and efficiency  

· Guidelines for purchasing a vehicle 

· Hybrid vehicles

· Information on Kyoto 

· New technologies for vehicles

· Tips to help reduce emissions 

· Tips on how to efficiently use your vehicle 

· Tips and things to do to maintain your vehicle for higher energy efficiency, 

· Tips on increasing your vehicles performance, while reducing fuel consumption 

· Vehicles that run on electricity

4.3
Use of the OEE Web Site’s Transportation Section

General Public

Those respondents who had visited the OEE Web site in the past, went to the site when considering purchasing a new or used vehicle, when trying to determine the energy efficiency level of their own vehicle, when attempting to compare their own vehicle with other vehicles, when seeking the environmental impacts of driving and tips for reducing these impacts and when searching for tips to increase the energy efficiency of their vehicle.

Respondents noted that the site generally provided the information they needed, except when looking for ratings on older vehicles and environmental impacts and issues.   Some respondents noted that they were unable to find the fuel efficiency rating for an older vehicle and that it was difficult to compare older vehicles.  They noted that the site worked well when looking for ratings on new vehicles.  

Transportation Business Sector

Those respondents who had visited the OEE Web site in the past, went to the site when looking to purchase a new fuel efficient vehicle for their fleet, when seeking ways to get better fuel economy and when searching for tips to minimize their overall operational costs (e.g. regular vehicle maintenance, monitor gas consumption, improve overall vehicle efficiency).

Respondents noted that the site generally provided the information they needed, except when looking for ratings on large trucks.   One respondent indicated that the site did not have a good search engine for the transportation section.

5.0
Search Exercise Review

This chapter presents an overview of the task-based exercises and usability issues that emerged during the course of the one-on-one interviews. 

5.1
Exercise Process

Respondents were asked to complete at least two exercises using the OEE Web site in order to identify any problems users might experience in trying to locate specific information.  Exercises were drawn from a list of pre-defined exercises and were selected to reflect respondents’ information needs and characteristics.  Respondents began their first exercise from the OEE homepage.  All subsequent exercises began from the end point of the previous exercise.  

Respondents were encouraged to “think aloud” throughout the exercise so that the interviewer could identify areas of concern.

During the exercise, the interviewer tracked the steps taken by respondents in their efforts to locate the information/to complete the task.  Issues and visual cues were noted as they were encountered.  At the end of each exercise, the interviewer retraced the steps taken by the respondent in order to assess the difficulty of completing the exercise and to discuss any particular stumbling blocks they encountered. The exercise review allowed for a detailed evaluation of the portal, within the context of the exercise that was just completed. 

The following section presents an overview of key findings from the search scenario exercises.

5.2
Summary of Findings

Most respondents quickly noticed the separation between Personal and Business Transportation Use.  For general public respondents, it was intuitive to enter the Personal Transportation section.  However, depending on the nature of the exercise, some respondents selected the graphics displayed on the right-hand side of the home page of the OEE site (e.g. Fuel Consumption Guide and Most Fuel-Efficient Vehicles) before entering the Personal Transportation section.  

While most Business respondents noticed the separation of information on the home page, not all respondents were inclined to select the business section.  Car Sales Representatives often entered the Personal Transportation section, noting that they were responding to enquiries on behalf of their clients.  Fleet Managers and Business Owners were more inclined to enter the Business Transportation section.  When prompted, the title “Business” was considered intuitive.  Once in Business or Personal Transportation, respondents continued with ease to find information.  The information on the left navigation bar, the centre of the page and the ‘Tools’ links facilitated navigation through to desired information.  The general public considered the categories as clear and concise in the Personal Transportation section.  However, the classification of information within several categories in the Business Transportation section was not as intuitive.  For example, many noted that some information classified under Highway Trucking and Light-Duty Vehicles (e.g. FleetSmart and workshop information) should have been classified elsewhere.  It was not intuitive to Business users to look for this information under these labels.   They expected a label entitled “Programs” to contain information on FleetSmart and energy efficiency workshops.

Overall, it was noted that the site offered many ways to access the same information.  Most respondents supported the site’s “no wrong door” approach that places relevant links/content in more than one area of the site, as it was noted that not all respondents searched for information in the same manner.  However, a few respondents noted that it was unnecessary to use this approach as it simply made the site more cumbersome.

The following summarizes typical search patterns and issues encountered for each specific exercise.  

General Public

Information on the fuel consumption rating for your vehicle:   From the home page of the OEE site, a few respondents selected the ‘Fuel Consumption Guide’ graphic and a few others conducted a quick search.   About half of the respondents entered the Personal Transportation section and their typical search patterns included selecting the ‘Fuel Consumption Guide’ in the ‘Tools’ box,  selecting ‘Choosing a Fuel Efficient Vehicle’ on the left menu bar and then selecting the ‘Fuel Consumption Guide’.   One respondent went to ‘Vehicle Maintenance’ and another went to ‘Driving your Vehicle in a Fuel Efficient Way’ on the left menu bar.  Both respondents had to be directed to the ‘Fuel Consumption Guide’.    Most respondents were successful in completing this task.

Once in the ‘Fuel Consumption Guide’, respondents were asked to compare fuel consumption ratings for vehicles.  Most respondents did not notice the ‘Compare Vehicles section’ hyperlink within the text of the ‘Fuel Consumption Guide’.  Most respondents went to the ‘Comparing Vehicles’ link on the right menu within the ‘Fuel Consumption Guide’ expecting to be able to compare fuel consumption ratings across vehicles.  Respondents were surprised that this link did not allow them to compare fuel consumption across vehicles.   The link simply provided information on what to consider when comparing vehicles.  Respondents had some difficulty in completing this task given that the ‘Comparing Vehicles’ link on the right menu within the ‘Fuel Consumption Guide’ was misleading and the ‘Compare Vehicles section’ hyperlink was not noticed.
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Information on which vehicles are considered the most fuel efficient:  While respondents accessed the information in various ways, most were successful in finding information on the most fuel-efficient vehicles.  Typical search patterns included selecting the ‘Most Fuel-Efficient Vehicles’ graphic on the OEE home page, selecting the ‘Most Fuel-Efficient Vehicles’ link in the ‘Tools’ box within Personal Transportation, and selecting ‘Choosing a Fuel-Efficient Vehicle’ and then the ‘Most Fuel-Efficient Vehicles’ in Personal Transportation.  A few respondents expected a list of the most fuel-efficient vehicles upon selecting ‘The Most Fuel-Efficient Vehicles’ link.  Instead, they were presented with the option to select a year and a vehicle category.

Tips on driving your vehicle in a fuel efficient way:  Almost all respondents who completed this exercise selected ‘Driving your Vehicle in a Fuel-Efficient Way’ either by using the left menu within Personal Transportation or the middle links and then selected ‘Driving Tips’.  Respondents were surprised to see the ‘List of Driving Schools’ listed before ‘Driving Tips’, as many felt that ‘Driving Tips’ were more important.  One respondent selected the ‘Most Fuel-Efficient Vehicles’ link in the ‘Tools’ box, and had to be directed to the appropriate area within the site.  Most respondents were successful in completing this task.
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Information related to alternative fuels, such as hybrid and battery-electric powered vehicles:  Almost all respondents who completed this exercise went to the ‘Vehicle Fuels’ link either on the left menu within Personal Transportation or by using the middle links.  One respondent went to the ‘Choosing a Fuel- Efficient Vehicle’ link because he associated a hybrid vehicle with a type of vehicle rather than a type of fuel.  Several respondents suggested changing the ‘Vehicle Fuels’ label to “Alternate Fuels”.  Most respondents were successful in completing this task.

Information on fuel efficiency labeling and what to look for when shopping for a new vehicle:   Most respondents were unsuccessful in completing this exercise as many did not associate the EnerGuide label with fuel efficiency labeling for vehicles.  Many associated the EnerGuide label with their appliances, yet when asked to complete the exercise, they were not thinking of the EnerGuide label for vehicles.  One respondent selected the ‘Most Fuel-Efficient Vehicles’ link in the ‘Tools’ box within Personal Transportation, another respondent went into the ‘Fuel Consumption Guide’ in the ‘Tools’ box, while a few others selected the ‘Choosing a Fuel-Efficient Vehicle’ link on the left menu or the centre links within Personal Transportation.  Only one respondent selected the ‘EnerGuide label’ link.  

Information that addresses the environmental and health impacts of running your car engine (when not in use) for prolonged periods of time:  A typical search pattern for this exercise included selecting the ‘Driving your Vehicle in a Fuel-Efficient Way’, ‘Driving Tips’ and then the ‘Keep Idling to a minimum’ link all within the Personal Transportation section.  Other respondents selected the ‘Idling’ link on the left menu in Personal Transportation.  Those who did not select the ‘Idling’ link indicated that they simply did not see the link.  Most respondents were successful in completing this task as “idling” was a familiar term for most respondents and the labeling was seen as appropriate. 
Information on Ethanol and whether you can use this for your vehicle:  While most respondents who attempted to complete this exercise selected the ‘Vehicle Fuels’ link within Personal Transportation, one respondent selected the ‘Most Fuel-Efficient Vehicle’ graphic on the home page of the OEE site, while another respondent conducted a search on “ethanol” on the home page of the OEE site.  Both respondents were directed to the ‘Vehicle Fuels’ link within Personal Transportation.   Once in the Personal Transportation section, the ‘Vehicle Fuels’ link was considered intuitive.

Transportation Business Sector

Information about the FleetSmart program and what it can offer your organization:  Many respondents were able to find information on the FleetSmart program within the ‘OEE Programs’ link on the home page of the OEE site by selecting ‘Commercial Vehicles’.  A few respondents did a quick search on “FleetSmart” from the home page of the OEE Web site.  This search did provide some information on the FleetSmart program.  Those respondents who entered the Business Transportation section scanned the page for a FleetSmart link.  Respondents did not find it intuitive to search for this information under ‘Highway Trucking’ as some respondents were responsible for a fleet of cars, rather than trucks.  It was noted that this could have also been categorized under the ‘Light-Duty Vehicles’ section.  All respondents who attempted to find this information in the Business Transportation section were not successful in completing this task, unless they accidentally came across the information or were directed there.

Information related to the dates and locations of fuel efficiency workshops and registration:  Typical search patterns for this exercise included selecting the ‘OEE Programs’ and ‘Media Room’ links on the home page of the OEE site.  Respondents were looking for a category specifically for “Training and Workshops” either on the home page or within the Business Transportation section.  None of the respondents who attempted to complete this exercise were successful in finding the information.  As noted in the previous exercise, it was not intuitive to include this information in the ‘Highway Trucking’ link.  It was noted that this could have also been categorized under the ‘Light-Duty Vehicle’ section as not all business users deal with large trucks.  Many also deal with fleets of cars.  
Information on what financial incentives are available for fitting your vehicles:  Respondents quickly saw the ‘Rebates and Incentives’ link and considered this intuitive.  All respondents who attempted to complete this task were successful.

Information to determine the gas mileage for one of the vehicles in your fleet:  A few respondents went to the ‘Statistics and Analysis’ and the ‘Questions and Answers’ links within the Business Transportation section.  Only one respondent selected the ‘Fuel Consumption Calculator’ in the ‘Tools’ box.  Respondents were generally unsuccessful in finding this information on the site.

Information on the range of vehicle fuels available in Canada and their respective benefits:  The typical search pattern for this exercise consisted of selecting the ‘Vehicle Fuels’ link within the Business Transportation section.  However, a few respondents went into the Personal Transportation section upon noticing the reference to alternate fuels within the description provided for the section.  The description for the Business Transportation section did not mention fuels.  A few respondents suggested changing the ‘Vehicle Fuels’ label to “Alternate Fuels”.  Generally, respondents were successful in completing this task, whether they used the Personal or the Business Transportation sections.
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Information on alternative vehicle fuels and on specific vehicles that are equipped to handle alternative fuels:  Most respondents went to the ‘Vehicle Fuels’ link and then to the ‘Vehicle and Fuel Availability’ link.  Respondents did not find it intuitive to select the ‘AFV Guide’ in the ‘Tools’ box.  Many respondents suggested avoiding the use of acronyms on the web site as many had never heard of AFV.   Respondents were generally unsuccessful in finding this information on the site.

Information on how to compare the fuel ratings of the vehicles:  This exercise was completed by Car Sales Representatives only.  Most indicated that they would be more likely to enter the Personal Transportation section of the OEE site given that they would look for this information on behalf of their clients.  A typical search pattern included selecting the ‘Fuel Consumption Guide’ graphic on the home page of the OEE site.  Respondents would then select the ‘Comparing Vehicles’ link on the right menu within the FCG, expecting to be able to compare the fuel ratings of vehicles.  A few respondents selected the ‘Choosing a Fuel-Efficient Vehicle’ link in Personal Transportation and then the ‘Compare Vehicles’ link.  One respondent selected the ‘Fuel Consumption Guide’ while another respondent selected the ‘Compare Vehicles’ link in the ‘Tools’ box within Personal Transportation.  Respondents who were in the ‘Fuel Consumption Guide’ did not notice the ‘Compare Vehicles section’ hyperlink in the text.  Not all respondents were successful in completing this task.

Information on fuel efficiency labeling for light-duty vehicles:  This exercise was completed by Car Sales Representatives only.  Most indicated that they were more likely to enter the Personal Transportation section of the OEE site given that they would look for this information on behalf of their clients.  Generally, respondents were successful in completing this task through the Personal Transportation section.  A typical search pattern included selecting the ‘Fuel Consumption Guide’ graphic on the home page of the OEE site.  Respondents would then select ‘The EnerGuide label for Vehicles’ on the right menu.  A few respondents selected the ‘EnerGuide label’ link in the ‘Tools’ box within Personal Transportation.  Many respondents indicated that they expected to see a quick link to ‘EnerGuide’ within the Transportation section.   

6.0
Detailed Review of the OEE Prototype

An integral component of the research was a detailed review of the OEE Transportation prototype.  This followed the information retrieval exercises.  The intent of the review was to assess respondents’ impressions of the prototype in terms of its overall ease of use and navigation and its visual appeal.

Respondents were initially presented with the home page of the OEE web site and they were asked for their overall reactions.  Respondents were then asked to provide feedback on the OEE Transportation prototype, along with providing suggested improvements.  This section highlights overall reactions to the Personal and Business Transportation prototype.

6.1
OEE Home Page

Respondents were asked to provide overall feedback on the OEE home page, after exploring the site’s different areas through the task-based exercises.  

One of the first things many respondents noticed on the home page of the OEE site was the advertisement for the One Tonne Challenge on the right hand side of the page.  Many respondents related to the ad, spontaneously commenting that they had seen the television commercials about the One Tonne Challenge.  Many respondents also noticed the other two graphics on the right side of the home page (e.g. Fuel Consumption Guide and Most Fuel-Efficient Vehicles).

Most respondents quickly noticed that the information on the home page of the OEE site was separated by Personal and Business Use.  A few respondents indicated that the images helped distinguish between the two sections.  While some respondents noticed that colour streams had been assigned to both sections (e.g. yellow for Personal Use and Green for Business Use), respondents rarely noticed that the colours followed through into each section.   Respondents noted that this was a good idea to help differentiate between the sections, as such respondents felt that the sections should remain colour coded as it helped navigation once users became familiar with the concept.  

Respondents were not overly concerned with the colour selection, yet some respondents indicated that the shade of green currently used for Business Use conveyed images of pollution and ill-health.  While respondents felt that use of green was appropriate in portraying the environment and the concept of energy efficiency, the shade needed to be brighter (e.g. Kelly green, the shade used on the OTC page) than the actual green used in the Business section.  It was also noted that there was not enough contrast between the green colour and text.

Many respondents found it useful to include descriptions under the main headings for Personal and Business Use.  However, these descriptions sometimes enticed a user to select one section over another when searching for information.  For instance, a few business transportation respondents went into the Personal Transportation section when searching for information on vehicle fuels because they noticed the reference to alternate fuels within the description provided for this section.  The description for the Business Transportation section did not mention fuels.  Some respondents suggested providing more detail in the descriptions of each section to more fully outline the content within each section.  Consistency was also important.  For example, if the same topic was included in both sections, the terminology should be the same (e.g. alternate fuels versus vehicle fuels).

6.2
First-Level Transportation Portal Page

6.2.1
Overall Impressions

Overall impressions of the main Transportation Portal page were for the most part positive.  

It was obvious to most respondents that they were looking at the main Transportation portal page either by the arrow pointing down for the Personal Transportation link on the left navigation menu or the titles used on the page.   However, the titles were not obvious to all respondents.  Respondents indicated that the ‘Personal Transportation’ title was too close to the top banner and only a few respondents noticed the ‘For Personal Use – Transportation’ title in the top banner.   
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The options for returning to the Homepage were clear to most respondents.   While many respondents selected the ‘OEE Home’ link on the left navigation menu, others selected the ‘Return Home’ link on the top navigation bar.  Several respondents noted that the ‘Return Home’ link was unclear as it did not specify where the user would be directed, whether they would be directed to the NRCAN home page or the OEE home page.   These respondents suggested either removing the ‘Return Home’ link or calling it “OEE Home’.  The house icon used in the ‘OEE Home’ link was an effective indicator for some respondents.  A few respondents simply selected the ‘Back’ button to return home.  This was noted as more of a force of habit than anything.

6.2.2
Layout

Generally, respondents liked the layout of the main Transportation Portal page.  Respondents indicated that the left navigation menu was well laid out with concise categories.  The centre of the page was considered simple and easy to read.  The tools box was noticed by all respondents and its location was deemed appropriate for the page.  

While most respondents noticed the duplication of links on the main Transportation Portal page, many initially questioned the need for the duplication.  Upon further clarification, this was considered acceptable to most respondents, several noted that the duplication was simply unnecessary, adding more information to the site.  Most respondents questioned why several links on the left navigation bar were not displayed in the middle of the page.   Respondents had the impression that these links were either of less importance than the other links presented in the middle of the page or that they simply did not relate to the transportation section of the site.  Respondents suggested including only the links that related to the Transportation Portal in the middle of the page and on the left navigation menu.
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Drilling down into second-level pages of the Transportation Portal, respondents noticed that links in the middle of the main page and / or on the left navigation menu were not always the same as the title used on the actual page once selected.  For instance, upon selecting ‘Choosing a Fuel-Efficient Vehicle’, the title of the page read ‘Choose a Fuel-Efficient Vehicle’.  Respondents expected consistency and suggested using links that matched the actual title on the page.  
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6.2.3
Navigation

Respondents found it relatively easy to navigate through the Transportation Portal page given the fact that the left navigation menu followed a user through the various levels within the portal.  

However, some concerns emerged with the navigation within the Transportation Portal.  The following bullets highlight these concerns.
· Respondents indicated that it was important to be able to identify their location within the Transportation Portal, based on the left navigation links.   For instance, when a respondent had selected ‘Vehicle Maintenance’ from the left navigation menu and then ‘Vehicle Maintenance Tips’, they were unable to locate themselves within the portal.  Respondents would like some indication on the left navigation menu as to their location within the portal.  Suggestions included:  changing the font or the colour of the section; highlighting the section; using a down facing arrow such as in the case of the Personal Transportation link; or underlining the section such as in the right navigation menus within the Portal. 

· The use of a colour scheme for Business and Personal Use was not widely understood as respondents were unclear as to why some links were in yellow or green and others were in grey.  Some respondents realized that the grey links did not relate to the Transportation Portal, yet they assumed that the entire left menu bar should relate to Transportation Portal once on the main Transportation Portal page.   Therefore, respondents felt that the ‘Media Room’ and ‘For Kids links should only be included on the home page of the OEE site and not on the Transportation Portal page.
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· The ‘Statistics and Analysis’ link was shown in yellow or green, therefore respondents assumed that the information pertained strictly to the Transportation topic.  However, upon further exploration, some respondents noticed that the information provided was general in nature.  Again, respondents indicated that unless the information was specific to the Transportation Portal, it should not be presented using the colour scheme, nor should it be included on the left navigation menu within the main Transportation Portal page.   
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Optional Navigation Techniques

Respondents were presented with several navigation techniques that could potentially be used on the site.  The OEE site is very content-rich and site developers want to ensure that the site always communicates related content on a particular topic.  They also want to ensure that the site offers easy navigation to all information.  Given the restrictions for site development (e.g. left-menu bar restrictions on scrolling), it is important to determine how to communicate the wealth of content so that users do not miss out on relevant content information.  The options included the following:

· Links to related pages in the text of the page

· Links in a related right navigation bar

· Selecting a high-level topic from the left navigation bar

· Expanded or drop-down links in the left navigation bar 

· Expanded links at the top or bottom of the page

· “Previous” or “Next” buttons

· “Breadcrumb” trails

The use of the left navigation bar was noted as a critical navigation tool for the Portal.  Several respondents noted that without the left navigation menu that followed a user through the Portal, it would have been difficult to navigate from one section to another.

Respondents understood that it would be impossible to continually expand the left navigation menu for specific topics (e.g. FCG).  Therefore, respondents were very receptive to the idea of using a right navigation bar to navigate within a topic.  For instance, upon selecting ‘Ethanol’ within the ‘Vehicle Fuels’ link on the left  navigation menu, respondents were presented with a right navigation bar.  It was clear to respondents that this right menu was related to the topic of Ethanol, while the left navigation bar was related to the Transportation subject.
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Respondents felt that the use of right menus, where relevant throughout the Portal, would help users as they could simply select their area of interest from the menu without being directed through pages that might not be of interest to them.  They also liked the fact that the right menus offered a “snapshot” of related topics for an area.  They also suggested providing a title for the right menus to clarify their purpose (e.g. “Other links on Ethanol”).

Many respondents also liked the idea of having links to related pages within the text of a page.  This again would allow a user to select the information of interest, without being directed to pages that were irrelevant to them.  

While some respondents liked the idea of using a breadcrumb approach, “Previous” and “Next” buttons, and expanding menus within the left navigation bar, respondents were concerned that the use of too many navigation techniques might impede on the use of the Portal.  In addition, these features would not allow the user to see all related topics at a glance. 

When asked to prioritize the navigational techniques of their choice, the left navigation menu, followed by the right navigation menu.  Following this, links to related pages within the text of a page and breadcrumbs were of highest priority.  Several respondents felt that the “Next” and “Previous” Buttons would limit a user’s navigation throughout the portal as they would be directed to pages without being able to select the pages of interest to them. 

Option to Toggle within Business and Personal Use

The option to toggle within Business and Personal Use was not considered important to most respondents, especially for the general public.  Many indicated that they would simply return to the home page of the OEE site.  Respondents indicated that the Business and Personal Use sections focused on two relatively distinct audiences and that it would be rare that one would want to use both sections in the same occasion.

The few respondents who were interested in toggling back and forth from Business and Personal Use were primarily from the Transportation Business sector.   These respondents wanted to see a link on the left navigation menu that would easily direct them to the Personal section.   A few respondents who expected to be able to toggle between sections, expected to be able to click on the Business Transportation link on the left navigation menu to close all relevant links below and to bring up the Personal Use section and its links on the same left navigation menu.  The left navigation menu does not allow a user to toggle back and forth from Personal to Business Use.

6.2.4
Content

Content on the Transportation Portal generally met respondents’ initial expectations. Generally, respondents felt that the amount of information on the site was sufficient and that the categories were well defined and represented an exhaustive list of information.  The following content was noted as missing on the site (in alphabetical order):

Personal Use

· Cost savings tips

· Environmental issues and impacts from emissions

· Facts (e.g. Did you know).  Need things that keep you returning to the site.

· Information on used vehicles (respondents got the impression that the site focused primarily on new vehicles)

· List of things that affect fuel efficiency under ‘Driving your Vehicle in a Fuel-Efficient Way’ such as weather conditions, idling and acceleration 

· Price guide for cars 

· Pros and cons of energy efficient vehicles 

· Suggestions on what can be done to help the environment

Business Use

· Availability of fuel consumption ratings for industry vehicles

· Create a “Programs” link specific to the Transportation section where a user could find information on programs such as FleetSmart, workshops and Energy Management Planning – specs for driver training 

· Federal and provincial regulations

· Links to major organizations (e.g. CAA – Canadian Automobile Association)

· Links to the National Safety Code and the Highway Traffic Act

· Vehicle Lifecycle Toolkit and Calculator 

6.2.4.1
Labeling Issues

Several labeling issues emerged, primarily in the Business Use section.  

· Respondents felt that the label ‘Light-Duty Vehicles’ seemed to relate to vans and trucks, more than cars.  One Fleet Manager who managed a fleet of cars was not inclined to select ‘Light Duty Vehicles’.    It was suggested to add a link to “Cars”, along with ‘Light-Duty Vehicles’.

· Respondents also felt that ‘Highway Trucking’ was not appropriate as it was noted that not all big trucks relate to highway trucking.   It was suggested to change the label to “Heavy-Duty Vehicles”.

It was suggested to follow industry standards with respect to labeling (e.g. light duty, medium duty and heavy duty).

6.3
Site Conventions

Respondents were asked to discuss their preferences for conventions that could be used for titles, graphics, content and links throughout the site.

6.3.1
Titles

Upon reviewing the appearance of titles throughout the site, respondents were for the most part indifferent to the format used to present titles.  They noted that it was important that the titles stand out on the site, either by use of fonts, colour or size.   For instance, respondents noted that the title on the home page of the OEE site, “The Office of Energy Efficiency (OEE) Welcomes You”, did not stand out.   They noted that there was not enough space between the title and the top banner.   They also indicated that using a different colour for the title might help distinguish it from the top banner. The title is currently presented in the same colour as the top banner.   The font size was seen as appropriate.  One respondent suggested shortening the title to read “Welcome to the Office of Energy Efficiency”.
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While respondents liked the appearance of titles as part of a graphic image, they noted that this was not appropriate for all titles or headers throughout the site.   Respondents suggested maintaining the current format, in which main titles are presented in HTML text, while sub-titles are presented as part of a graphic image (e.g. Personal and Business Use, AFV Guide).   Respondents did not want to see main titles and sub-section titles presented in the same format. 
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With respect to the capitalization of titles throughout the site, most respondents preferred capitalizing the first letter of each word within a title or heading.    Respondents indicated that whatever approach was used for capitalization, it should be consistent across the site.  This is currently not the case.  Respondents appeared more concerned with the consistency of the capitalization, rather than the actual approach to capitalization.
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6.3.2
Graphics

The graphics used on the right-hand side of the OEE Homepage caught the attention of many respondents.  Respondents often used these graphics to complete the search exercises.  When probed on their preference for the format of graphics, most were indifferent towards the convention used for the graphics.   Respondents simply expected all the graphics to be the same size and that the images presented were clear and easy to understand.  When probed on the convention of presenting text as part of the graphic or as a hyperlink, many respondents noted that the hyperlinked text gave the impression that a user could click on the graphic and that it was not simply an ad or image.   Some respondents thought the some of the graphics without hyperlinked text were simply ads, yet the graphic with a hyperlink was rarely mistaken as an ad.  

Respondents expected some means of identifying interaction with a graphic, whether by a mouse over effect in which the image changed or an arrow appeared, or by presenting the text as a hyperlink.  

6.3.3
Links 

Respondents were presented with two options for presenting links on the site.  The first option presented links, followed by a brief description:  
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The second option presented links on their own:  
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Generally, respondents felt that it was appropriate to use brief descriptions with links when the page had very little content (e.g. within ‘Choosing a Fuel-Efficient Vehicle’ in Personal Transportation).  They noted that the description should be brief and concise in keyword format, limiting the amount of text on a page.  However, when the page presented a lot of content (e.g. Vehicle Fuels), it was more appropriate to present only the links.   Respondents indicated that presenting a brief description for all links on a page like ‘Vehicle Fuels’ would simply overwhelm a user.   Some respondents suggested adding a brief description for each type of fuel in the case of ‘Vehicle Fuels’.  Generally the links in ‘Vehicle Fuels’ were direct enough that no description was needed.  

Upon further exploration of the ‘Vehicle Fuels’ section, respondents suggested using consistent labels for all fuel types presented (e.g. Benefits vs. Benefits of Ethanol).

6.3.4
Presentation of Content 
Respondents were asked to review an example of content used on a page within the Transportation Portal.  This page presented a relatively large amount of content to users and was organized in bullet format.
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Respondents generally found that the text was easy to read for the following reasons:

· Information / ideas organized by bullet presentation 

· Hyperlinks within the text allowed a user to quickly understand the nature of the information without having to read the entire idea.

Respondents suggested using an approach within each bullet that would easily allow a user to quickly identify the subject of the bullet.  For example, providing a hyperlink or highlighting key words where appropriate within each bullet would emphasize the subject at hand.  

Respondents also suggested organizing the content by main headings or categories within each page.  One respondent also suggested listing all the categories at the top of the page, in hyperlink format, so that a user could go directly to the information of their choice without having to scan through all categories.  

Introduction Text

Respondents were also asked to quickly scan the introduction text used for sections within the Transportation Portal (e.g. FCG).  While many indicated that they would not read the text, respondents felt that it was important that the text remain on the site for those who might read it.  For the Fuel Consumption Guide introduction text, a few respondents suggested presenting the text after the selection boxes.   
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Tips

The Transportation Portal includes “tips” on specific topics throughout the site.  Respondents were asked to discuss their preference as to how tips are presented on the site.   Many respondents wanted to see the tips presented in one specific section on the site (e.g. a “Tips” section), organized by topic.  The remainder of the respondents were mixed between presenting relevant tips within specific sections of the site, and offering both options so that users were sure to come across tips.  

Respondents did not expect to see the source of each tip as most assumed that the OEE was a credible source of information.  

6.4
Suggestions for Improvement / Additions to the Site

On balance, respondents had few suggestions for improving the Transportation Portal (in addition to the specific comments made during the review and noted in the previous sections).  The following suggestions for improvement were identified:  

· Incorporate a right menu in all pages of the portal where appropriate.  

· Add a “Tips” section on the main Transportation Portal page.

· Highlight the location within the site on the left navigation menu.

· Ensure consistency with the left and right navigation bar for communicating the location.  For example, the right navigation menu uses the approach of underlining as a hyperlink the area selected.

· Include a site map.

· Allow for an expandable left navigation menu.

· Include a “What’s New” and a “Facts” section that related specifically to transportation and energy efficiency.

· Add a “Training” link on the Business Transportation Portal page to incorporate workshop information.

7.0 Moving Forward

This section of the report presents our recommendations for moving forward with the OEE Transportation Portal.  It is important to note that many of these recommendations can be applied to the entire OEE site.  The Transportation Portal served as guidance for changes that can be applied across the site.  It is also important to note that these recommendations are based on the research findings and may not take into account external and internal operating constraints faced by the Office of Energy Efficiency.  

7.1
Overall Observations
Overall, the Transportation Portal tested well with respondents.  This research suggests that only minor refinements to the Portal are required, rather than a substantial re-haul of the information architecture and navigation.

Generally, the content met respondents’ expectations.  The approach to organizing the content on the main page of the Portal was considered intuitive, helping respondents navigate through the Transportation Portal.  The various avenues available to access information, (e.g. placing links and content in more than one area of the site) also helped respondents navigate through the site.   

While the OEE Transportation Portal tested well, some issues emerged with respect to navigation and organization of links on second-level pages, labeling and content.  These are addressed in Section 6.3.

7.2
Overarching Guidelines for Site Refinements

Prior to presenting specific recommendations for revisions / refinements to the OEE Transportation Portal, we recommend considering the following guiding principles in mind when making changes to the site:

· Maintain the “no wrong door” approach that places relevant links/content in more than one area of the site.  This will continue to aid navigation and address the different ways that users think of and search for specific transportation topics. 

· The OEE Transportation Portal should capitalize on the fact that the site is sponsored by the Government of Canada and includes a unique Canadian perspective on energy efficiency information through communications initiatives.  This will ensure that the OEE Transportation Portal is distinguished as a credible and trusted source of Canadian information.

· Ensure that the site remains as current as possible.  Include features on the site that will change on a regular basis, such as a “What’s New” or a “Facts – Did you Know” feature on the portal that could encourage repeat visits.  

7.3
Moving Forward with Refinements to the CHP

While the OEE Transportation Portal tested well with respondents, specific issues emerged with respect to navigation and organization, content and labeling.  We have organized these issues by their nature (e.g. navigation, content, etc.).  

7.3.1
Navigation and Organization

· Respondents were unable to identify their location within the site while navigating through the Transportation Portal, based on the left navigation links.  Respondents expected some indication on the left navigation menu as to their location within the Portal.  


Consider using one of the following approaches to highlight a user’s location in 
the Portal based on the left navigation menu:  Indent bullets,  change the 
font or the colour of the section; highlight the section; use a down facing 
arrow such as in the case of the Personal Transportation link; or underlining 
the section such as in the right navigation menus within the Portal.   Ensure 
that the option that is selected is consistent with the approach used in the right 
navigation menu to highlight a user’s location within a specific topic. 
Currently, the right navigation menu underlines / hyperlinks a title to indicate 
the location.

· Respondents questioned why several links on the left navigation bar were not displayed in the middle of the Transportation Portal page.   Respondents had the impression that these links were either less important than the other links presented in the middle of the page or that they simply did not relate to the transportation section of the site.  


Consider including only the links that relate to the Transportation Portal in the 
middle of the page and on the left navigation menu.  Therefore, consider 
removing the ‘Media Room’ and ‘For Kids’ links from the Transportation 
Portal page.

· The ‘Statistics and Analysis’ link was shown in yellow / green, therefore respondents assumed that the information pertained strictly to the Transportation topic.

Links that do not pertain specifically to the Transportation Portal should not be highlighted in yellow / green (transportation-specific colours).

· Respondents were presented with several navigation techniques that could potentially be used on the site.  


Consider incorporating the following navigational techniques through the 
Portal:

· right navigation menus where appropriate

· breadcrumb trails 

· Several respondents noted that the ‘Return Home’ link was unclear.  Specifically, it did not specify whether the user would be directed to the NRCAN home page or the OEE home page.   


Consider either removing the ‘Return Home’ link or calling it “OEE Home”, 
providing users with two options for returning to the home page of the OEE 
site from the Transportation Portal.
· Once in the ‘Fuel Consumption Guide’, respondents had difficulty comparing fuel consumption ratings for vehicles.  Most respondents did not notice the ‘Compare Vehicles section’ hyperlink within the text of the ‘Fuel Consumption Guide’.  Most respondents went to the ‘Comparing Vehicles’ link on the right menu within the ‘Fuel Consumption Guide’ expecting to be able to compare fuel consumption ratings across vehicles.  


Consider changing the format in which the ‘Compare Vehicles section’ link 
is presented on the page.  Consider presenting this link as a button to increase 
visibility and usage.


Consider either offering users the ability to compare vehicles upon selecting 
the “Comparing Vehicles’ link on the right menu within the ‘Fuel 
Consumption Guide’. 

7.3.2
Content

· While the site’s content generally met users’ expectations, some content was noted as missing on the site.

Consider incorporating some or all of the following content in the OEE Transportation Portal:

Personal Use

· Cost savings tips

· Environmental issues and impacts from emissions

· Facts (e.g. Did you know).  Need things that keep you returning to the site.

· Information on used vehicles (respondents got the impression that the site focused primarily on new vehicles)

· List of things that affect fuel efficiency under ‘Driving your Vehicle in a Fuel-Efficient Way’ such as weather conditions, idling and acceleration 

· Price guide for cars 

· Pros and cons of energy efficient vehicles 

· Suggestions on what can be done to help the environment

Business Use

· Availability of fuel consumption ratings for industry vehicles

· Create a “Programs” link specific to the Transportation section where a user could find information on programs such as FleetSmart, workshops and Energy Management Planning – specs for driver training 

· Federal and provincial regulations

· Links to major organizations (e.g. CAA – Canadian Automobile Association)

· Links to the National Safety Code and the Highway Traffic Act

· Vehicle Lifecycle Toolkit and Calculator 

· Respondents had difficulty finding information related to fuel efficiency workshops offered to organizations.


Consider adding a “Workshops and Training” link on the main Business 
Transportation Portal page to incorporate information on fuel efficiency 
workshops.

· Respondents were asked for their feedback on how tips should be presented on the Portal.  


Consider including a “Tips” link on the Transportation Portal page in which 
tips are presented in one specific section on the site and organize the tips by 
topic.  Consider also maintaining the current approach of presenting relevant 
tips within specific sections of the site.  

· Respondents had difficulty understanding the use of acronyms within the Portal (e.g. AFV guide).  


We recommend avoiding using only acronyms on the site.  If an acronym is 
going to be used on the site, ensure that the word is fully spelled out.

· While respondents found it useful to include descriptions under the main headings for Personal and Business Use, these descriptions were sometimes misleading.


We recommend enhancing the description for each section to more accurately 
reflect the information provided.  It would be important to revisit the description 
based on the content and to ensure consistency.
· While most labels were considered clear and descriptive, a few caused some concern.


Consider changing the following labels:

· Change Vehicle Fuels to Alternate Fuels.

· Consider following industry standards when labeling: Light, Medium and Heavy-Duty Vehicles.

7.3.3
Site Conventions

Titles

· Respondents indicated that the main titles (e.g. Personal Transportation and The Office of Energy Efficiency (OEE) Welcomes You) were too close to the top banner, making them hard to notice on a page.   


We recommend increasing the amount of space provided in between titles and 
the top banners of each page.

· While respondents liked the appearance of titles as part of a graphic image, they noted that this was not appropriate for all titles or headers throughout the site.   Respondents did not want to see main titles and sub-section titles presented in the same format.


Consider maintaining the current format, in which main titles are presented in 
HTML text, while sub-titles are presented as part of a graphic image (e.g. 
Personal and Business Use, AFV Guide).   

· The portal did not always use consistency when presenting titles.  For instance, upon selecting ‘Choosing a Fuel-Efficient Vehicle’, the title of the page read ‘Choose a Fuel-Efficient Vehicle’.  


We recommend using links that match the titles presented on the page.  For 
instance, if the link on the left menu reads ‘Choosing a Fuel-Efficient Vehicle’, 
the title of the page should also read ‘Choosing a Fuel-Efficient Vehicle’.  

Other Conventions

· Respondents were asked to discuss their preferences for conventions that could be used for titles, graphics, content and links throughout the site.

· We recommend capitalizing the first letter of each word within a title or heading.    Ensure that capitalization is consistent throughout the site, regardless of the approach selected.  

· Ensure that the graphics presented on the home page of the OEE site are the same size and ensure that the images presented are clear and easy to understand.  Consider using hyperlink text within the graphics to indicate that the graphics are links and not simply ads.   

· We recommend presenting content categories on sub-portal pages in the format below.  Content categories should be organized, into broad categories with a series of descriptive links.  This format is easy for users to scan and will enable them to quickly get a sense of relevant content.  This format will also work well with the inclusion of right-menu bars on relevant pages.  


[image: image17]
· For content pages that offer a large amount of information to a user, we recommend the following:  

· Maintain the current organizational approach by presenting the information in bullets.

· Provide a hyperlink or highlight key words within each bullet to clearly highlight the core theme/subject of each bullet.

· Organize the information by main headings or categories within each page.  

[image: image18]

Appendix A – Screening Questionnaires

NRCan Office of Energy Efficiency (OEE)

Transportation Section Usability Research

Screener: General Public Representatives
All recruiter instructions appear in bold letters.  Do not read them to the respondent.

Record the following information for recruits:

	Contact Name:
	

	Address:
	

	Telephone Number:
	

	Email Address:
	

	Fax Number:
	


Introduction

Hello, my name is ____________ from Phase 5, an independent research company.  

Our company has been retained by Natural Resources Canada’s Office of Energy Efficiency (OEE) to conduct research on its Web site.  The Office of Energy Efficiency has recently revised the transportation section of its Web site to better meet the needs of Canadians. 

We are now conducting research to obtain feedback on the Office of Energy Efficiency’s Web site to ensure that the new design is intuitive, user-friendly and meets the needs of Canadians, just like yourself.

The research will consist of a one hour in-person interview in (insert city) on (insert range of dates and times) at a professional research facility in the city.  

Your participation is important and your feedback will have a significant impact on the future direction of NRCan’s Office of Energy Efficiency Web site.  Participation is voluntary and you will receive $60 for your time.  All information we collect will be treated confidentially and will be used for research purposes only.

1. Would you be willing to participate in the study?

· Yes

· No ( thank and terminate
Thank you.  I have a few questions before scheduling an interview time.  

2. Record gender. Do not ask.

· Male  

· Female 

WATCH QUOTAS

3. Have you looked for or accessed transportation-related energy efficiency information within the last 12 months?  

NOTE: this information can be from any source (e.g. Website, newspaper, magazine, car dealer, etc.)

Prompt if necessary, say: this can include such topics as purchasing or testing a vehicle, reducing your vehicle fuel consumption, reducing greenhouse gas emissions, researching alternative transportation options, efficiency and vehicle maintenance, etc.

· Yes

· No ( thank and terminate
WATCH QUOTAS
4. In the past 12 months, what transportation-related energy efficiency topics have you looked for or accessed?  Read list. Check all that apply. 

· Purchasing or testing a fuel efficient vehicle

· Driving your vehicle in a  fuel efficient way (e.g. reduce fuel consumption, greenhouse gas emissions)

· Alternative fuel options for vehicles

· Alternative transportation options

· Rebates and incentives related to the purchase of a fuel efficient vehicle

· Rebates and incentives related to reducing transportation-related greenhouse gas emissions

· Regulations and policies related to transportation and energy efficiency (e.g. government initiatives)

· Other ( please specify ___________________________________________

WATCH QUOTAS

5. In a typical week, what best describes how frequently you use the Internet, not including for email?  Read list. Check one only.
· Never ( thank and terminate

· Less than 1 hour per week (ultra-light user) ( thank and terminate
· 1 to 3 hours (light user)

· 3 to 5 hours (average user)

· More than 5 hours per week (advanced user)

WATCH QUOTAS
6. How often have you visited the Office of Energy Efficiency web site in the past?

· I have never visited the OEE site.

· 1 – 5 times

· Over 5 times

WATCH QUOTAS

I would like to ask you a few questions to ensure we obtain a representative mix of people.  This information will remain completely confidential.

7. Into which age category do you fall?  Read list. Check one only.
· under 18 ( thank and terminate

· 18-35

· 36-49

· 50 or older

WATCH QUOTAS

8. We are interested in speaking to people of different ethnic origins.  What ethnic group do you belong to? Do not read.  Check one only.
· Canadian
· European (British, German, etc.)

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

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

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

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

· Caribbean (Barbados, Jamaica)

· Aboriginal

· Black origins

· Other ( please specify ____________________________________

WATCH QUOTAS

9. What is your current occupation?  Do not read list.
· Administrative support / clerical

· Computer programmer, systems analyst / administrator, computer  ( thank and terminate


· Economist or social scientist

· Educator (e.g. teacher, professor)

· Engineer  ( Ask if profession relates to energy efficiency, if YES, thank & terminate
· Health and social services professional (physician, nurse, social worker) 

· Homemaker (unpaid work at home)

· Human resources professional

· Journalist

· Labourer

· Lawyer

· Librarian 

· Management consultant

· Manager / project manager

· Marketing or sales professional ( Ask if profession relates to energy efficiency (e.g. Car Salesperson, if YES, thank & terminate
· Policy analyst  ( Ask if profession relates to energy efficiency, if YES, thank & terminate
· Retired
· Scientist ( Ask if profession relates to energy efficiency, if YES, thank & terminate
· Senior manager (president, vice-president, director ), partner or owner

· Student ( thank and terminate
· Tradesperson (carpenter, plumber, electrician)

· Unemployed (not a full-time student)

· Other ( please specify ______________________

WATCH QUOTAS

10. Which of the following best describes your household’s level of income?  Read list.
· Less than $30,000

· $31,000 - $50,000

· $51,000 - $70,000

· $71,000 - $99,000

· More than $100,000

· Refuse (Do not read)
WATCH QUOTAS

11. Do you, or does any member of your household or immediate family work in….

Read List.  If YES to any of the below, thank and terminate.

	
	Yes
	No

	a profession related to energy efficiency
	· 
	· 

	a marketing research firm
	· 
	· 

	a Web design department or web product or services firm
	· 
	· 

	a marketing department or consulting firm
	· 
	· 

	an advertising or public relations firm
	· 
	· 

	the area of information management or information technology
	· 
	· 

	a government department (Federal, Provincial or Municipal)
	· 
	· 

	the media
	· 
	· 


12. Within the past 12 months, have you participated in a marketing research discussion group or in-person interview for research purposes?

· Yes

· No ( skip question 13 (go to conclusion)
13. What was the topic of the discussion?  NOTE: thank and terminate if topic related to energy efficiency or included any form of web site testing.
______________________________________________

Conclusion:

We would like to schedule you for an interview in (insert city) on (insert date and time slot).  The interview will last approximately 1 hour and will be held at (insert location and address).    Please arrive at least 10 minutes prior to the beginning of the interview.  You will receive a $60 honorarium for your time.

Shortly before the date of the session, we will call to confirm all of the details again.  So, I will need to collect your contact information.  

BE SURE TO OBTAIN EMAIL ADDRESS and/or FAX NUMBER.

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

	Contact Name:
	

	Address:
	

	Telephone Number:
	

	Email Address:
	

	Fax Number:
	


Research Locations, Dates and Times:

	Location
	Facility Address
	Day 1: General Public Representatives

	Calgary
	Qualitative Coordination

707 10th Avenue, SW, Suite 120

Calgary, AB

403-229-3500
	Monday January 31

          3:00-4:00pm
          4:30-5:30pm
          6:30-7:30pm
          8:00-9:00pm (also schedule floater)

	Toronto
	Phase 5

119 Spadina Avenue, Suite 202

Toronto, ON

416-599-7555
	Wednesday February 2

· 4:00-5:00pm

· 5:30-6:30pm

· 7:00-8:00pm

· 8:30pm-9:30pm (also schedule floater)

	Montreal
	Contemporary Research Centre

1250 Guy, Suite 802

Montreal, QC

1-800-932-7511
	Monday February 7

· 3:00-4:00pm

· 4:30-5:30pm

· 6:30-7:30pm

· 8:00-9:00pm (also schedule floater)

	Halifax
	Corporate Research Associates

1 Maritime Place, Suite 700

Halifax, NS

902-493-3250
	Wednesday February 9

          3:00-4:00pm
          4:30-5:30pm
          6:30-7:30pm
          8:00-9:00pm (also schedule floater)


Quotas – General Population Interviews

· In each location, recruit 5 for 4 to show.  Ensure that Floater understands they are acting as a floater!

	Question
	Criteria
	Quota

	Q2 – Gender 
	· Male

· Female
	· Ensure a mix  

	Q3 – Accessed Energy Efficiency Information
	· Looked for or accessed transportation-related energy efficiency information in the past 12 months.
	· All recruits must have accessed transportation-related energy efficiency information in the past 12 months.

	Q4 – Topic Category
	· Purchasing or testing a fuel efficient vehicle

· Driving your vehicle in a fuel efficient way (e.g. reduce fuel consumption, greenhouse gas emissions)

· Alternative fuel options for vehicles

· Alternative transportation options

· Rebates and incentives related to the purchase of a fuel efficient vehicle

· Rebates and incentives related to reducing transportation-related greenhouse gas emissions

· Regulations and policies related to transportation and energy efficiency (e.g. government initiatives)

· Other (
	· Ensure a mix of topic interest.  

· Ensure that not all respondents have researched one particular issue.

	Q5 – Frequency of Internet Usage
	· 1 to 3 hours (light user)

· 3 to 5 hours (moderate user)

· more than 5 hours (advanced user) 
	· No more than 1 light user

· Remaining can be a mix of moderate / advanced users

	Q6 – Users of the OEE site
	· I have never visited the OEE site. (non-user)

· 1 – 5 times (user)

· Over 5 times (user)
	· No more than 2 non-users

	Q7 – Age 
	· 18-35

· 36-49

· 50 or older
	· Ensure a mix of age ranges (no more than 2 per category)

	Q8 – Ethnicity
	· See list
	· No more than 2 per category.

	Q9 – Occupation
	· See list
	· No more than 2 per category.

· NO computer or energy efficiency related occupations.

· No students

	Q10 – Income 
	· Less than $30,000

· $31,000 - $50,000

· $51,000 - $70,000

· $71,000 - $99,000

· More than $100,000


	· Mix of income levels – no more than 2 per category.

	Q11 – Work Fields
	· See list
	· Terminate if yes to any

	Q12&Q13 – Previous Participation
	· Previous participation in discussion
	· Ensure have not participated in discussion in past 12 months, or if yes, discussion must not have been related to web testing or energy efficiency topics.


NRCan Office of Energy Efficiency (OEE)

Transportation Section Usability Research

Screener: Business Representatives
All recruiter instructions appear in bold letters.  Do not read them to the respondent.

Record the following information for recruits:

	Contact Name:
	

	Address:
	

	Telephone Number:
	

	Email Address:
	

	Fax Number:
	


Introduction – If calling name from list:

Hello, my name is ____________ from Phase 5, an independent research company.  

May I please speak with INSERT NAME FROM LIST: __________.  IF AVAILABLE, CONTINUE WITH INTRODUCTION ON PAGE 2.  IF UNAVAILBLE, ASK FOR A TIME TO SCHEDULE A CALL-BACK.  

Introduction – If COLD calling:
Hello, my name is ____________ from Phase 5, an independent research company.  May I please speak to the person in your business who deals with transportation-related energy efficiency issues?

Prompt if necessary: This may be the person who deals with Fleet management, budgeting / Financial ISSUES RELATED TO TRANSPORTATION, ETC.  
If UNSURE OR NO ONE SPECIFICALLY FOR THAT ROLE, ask to speak to HR manager or finance personnel and then re-introduce self and ask for person who deals with TRANSPORTATION-RELATED energy efficiency issues.

WHEN APPROPRIATE CONTACT IS REACHED FROM LIST OR COLD-CALLING, re-introduce self and continue…

Hello, my name is ____________ from Phase 5, an independent research company.  

Our company has been retained by Natural Resources Canada’s Office of Energy Efficiency (OEE) to conduct research on its Web site.  The Office of Energy Efficiency has recently revised the transportation section of its Web site to better meet the needs of Canadians, including business representatives like yourself.  

We are now conducting research to obtain feedback on the Office of Energy Efficiency’s re-designed Web site to ensure that the new design is intuitive, user-friendly and meets the needs of business representatives.

The research will consist of a one hour in-person interview in (insert city) on (insert range of dates and times) at a professional research facility in the city.  

Your participation is important and your feedback will have a significant impact on the future direction of NRCan’s Office of Energy Efficiency Web site.  Participation is voluntary and you will receive $75 for your time.  All information we collect will be treated confidentially and will be used for research purposes only.

1. Would you be willing to participate in the study?

· Yes

· No ( thank and terminate
Thank you.  I have a few questions before scheduling an interview time.  

2. Record gender. Do not ask.

· Male  

· Female 

WATCH QUOTAS

3. Do you personally use energy efficiency information related to transportation in your day to day job, or to assist your business?  

NOTE: this information can be from any source (e.g. Website, newspaper, magazine, consultant, etc.)

Prompt if necessary, say: this can include such topics as energy efficiency related to fuel costs and vehicle emissions, efficiency in fleets and specific vehicles, efficiency for vehicle and/or parts production, minimizing environmental impacts of your transportation-related business operations, etc.

· Yes

· No ( Probe, are there others in your organization that use this information – IF SO OBTAIN CONTACT INFORMATION AND ATTEMPT TO CONTACT.  IF UNAVAILABLE, SCHEDULE A CALL-BACK.  IF NO ONE ELSE IN ORGANIZATION, THANK AND TERMINATE.  
WATCH QUOTAS

4. What is your current occupation?  READ LIST.
Level One Occupations:

· Fleet Manager for a private sector company

· Fleet Manager for Municipal government

· Representative from the Automobile Dealers Association

· Sales Professional (Vehicles Only.) 
· Senior manager (president, vice-president, director ), partner or owner / manager ( Ask if responsible for transportation-related energy efficiency decisions. 
· Energy Consultant ( GO TO Q5 TO DETERMINE SECTOR
· Plant Manager (Vehicle Production Only)

Level Two Occupations:

· Other ( please specify ______________________  CONTINUE WITH CALL, BUT CALL PHASE 5 AFTER TO VERIFY OCCUPATION.  MUST BE A TRANSPORTATION / ENERGY-EFFICIENCY RELATED OCCUPATION.

CHECK WITH PROJECT MANAGER IF “OTHER” OCCUPATION TO ENSURE IT FITS WITH CRITERIA FOR THIS STUDY.

5. Which best describes the primary industry sector that you work in?  Read list. Check only one.

· Commercial / Institutional properties ( Ensure transportation-related occupation
· Consumer goods ( Ensure transportation-related occupation
· Engineering and professional services  ( Ensure transportation-related occupation
· Forestry ( Ensure transportation-related occupation
· Government ( Ensure transportation-related occupation
· Industrial equipment ( Ensure transportation-related occupation
· Manufacturing ( Ensure transportation-related occupation
· Residential properties ( Ensure transportation-related occupation
· Sales ( Ensure transportation-related occupation
· Transportation ( Ensure transportation-related occupation
· Other ( please specify ____________________________________ VERIFY WITH PHASE 5 TO DETERMINE SECTOR.

WATCH QUOTAS
6. What issues do you deal with in your job that relate to energy efficiency? Read List.  Check all that apply.
· Fuel costs and vehicle emissions 

· Alternative fuel options for vehicles

· Fleet / vehicle efficiency

· Efficiency issues related to vehicle and/or vehicles parts production

· Environmental impacts of business operations (i.e. minimize pollution)

· Regulations and policies (transportation / efficiency-related issues)

· Other ( please specify ___________________________________________

WATCH QUOTAS

7. How often have you visited the Office of Energy Efficiency web site in the past year? Read list. Check only one. 
· I have never visited the OEE site.

· 1 – 5 times

· Over 5 times

WATCH QUOTAS

8. What is the range of number of employees in the company you work for?  Read list. Check only one. 
· 1-19 employees

· 20-59 employees

· 60-99 employees

· 100+ employees

WATCH QUOTAS

I would like to ask you a few questions to ensure we obtain a representative mix of people.  This information will remain completely confidential.

9. In a typical week, what best describes how frequently you use the Internet, not including email?  Read list and check one only.
· Never ( thank and terminate

· Less than 1 hour per week (ultra-light user) ( thank and terminate
· 1 to 3 hours (light user)

· 3 to 5 hours (average user)

· More than 5 hours per week (advanced user)

WATCH QUOTAS
10. Do you, or does any member of your household or immediate family work in….

Read List.  If YES to any of the below, thank and terminate.

	
	Yes
	No

	a marketing research firm
	· 
	· 

	a Web design department or web product or services firm
	· 
	· 

	a marketing department or a marketing consultant
	· 
	· 

	an advertising or public relations firm
	· 
	· 

	the area of information management or information technology
	· 
	· 

	a government department (Federal, Provincial or Municipal), excluding municipal representatives relevant to the study
	· 
	· 

	the media
	· 
	· 


11. Within the past 12 months, have you participated in a marketing research discussion group or in-person interview for research purposes?

· Yes

· No ( skip question 12 (go to conclusion)
12. What was the topic of the discussion?  NOTE: thank and terminate if topic related to energy efficiency or included any form of web site testing.
______________________________________________

Conclusion:

We would like to schedule you for an interview in (insert city) on (insert date and time slot).  The interview will last approximately 1 hour and will be held at (insert location and address).    Please arrive at least 10 minutes prior to the beginning of the interview.  You will receive a $75 honorarium for your time.

Shortly before the date of the session, we will call to confirm all of the details again.  So, I will need to collect your contact information.  

BE SURE TO OBTAIN EMAIL ADDRESS and/or FAX NUMBER.

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

	Contact Name:
	

	Address:
	

	Telephone Number:
	

	Email Address:
	

	Fax Number:
	


Research Locations, Dates and Times:

	Location
	Facility Address
	Day 2: Business Representatives.

	Calgary
	Qualitative Coordination

707 10th Avenue, SW, Suite 120

Calgary, AB

403-229-3500
	Tuesday February 1

          3:00-4:00pm
          4:30-5:30pm
          6:30-7:30pm
          8:00-9:00pm (also schedule floater)

	Toronto
	Phase 5

119 Spadina Avenue, Suite 202

Toronto, ON

416-599-7555
	Thursday February 3

          3:00-4:00pm
          4:30-5:30pm
          6:30-7:30pm
· 8:00-9:00pm (also schedule floater)

	Montreal
	Contemporary Research Centre

1250 Guy, Suite 802

Montreal, QC

1-800-932-7511
	Tuesday February 8

· 3:00-4:00pm

· 4:30-5:30pm

· 6:30-7:30pm

· 8:00-9:00pm (also schedule floater)

	Halifax
	Corporate Research Associates

1 Maritime Place, Suite 700

Halifax, NS

902-493-3250
	Thursday February 10

          3:00-4:00pm
          4:30-5:30pm
          6:30-7:30pm
          8:00-9:00pm (also schedule floater)


Quotas – Business Representatives

· In each location, recruit 4 for 5 to show.  Ensure that Floater understands they are acting as a floater!

	Question
	Criteria
	Quota

	Q2 – Gender 
	· Male

· Female
	· Mix where possible

	Q3 – Use of energy efficient information 
	· Must use energy efficient information
	· All must use in day-to-day job or to assist business

	Q4 – Occupation Category
	· Preference for all Level One Occupations
	Recruit:

· 2 Fleet Managers from private sector

· 1 Fleet Manager from municipal government

· 1 representative from the Automobile Dealers Association

	Q5 – Industry Sector
	· Q5 acts as a second check – Q4 is the critical qualifier
	· 1 from Government

· Rest can be mix of industries, but confirm they deal with transportation-related energy efficiency information in their occupation (Q4)

	Q6 – Energy Efficiency Issues
	· Fuel costs and vehicle emissions 

· Alternative fuel options for vehicles

· Fleet / vehicle efficiency

· Efficiency issues related to vehicle production

· Environmental impacts of business operations (i.e. minimize pollution)

· Regulations and policies (transportation / efficiency-related issues)

· Other
	· Try to ensure a mix of issues.

· Ensure that not all respondents deal with one particular issue.

	Q7 – Users of the OEE site
	· I have never visited the OEE site. (non-user)

· 1 – 5 times (user)

· Over 5 times (user)
	· Maximum of 2 non-users.

	Q8 – Number of Employees
	· 1-19 employees

· 20-59 employees

· 60-99 employees

· 100+ employees
	· Mix of employee ranges

· No more than 2 per employee range

	Q9 – Frequency of Internet Usage 
	· 1 to 3 hours (light)

· 3 to 5 hours (moderate)

· more than 5 hours (advanced) 
	· No more than 1 light user

· Remaining 3 can be mix of moderate / advanced users

	Q10 – Work Fields
	· See list
	· Terminate if yes to any

	Q11 & Q12 – Previous Participation
	· Previous research experience
	Ensure have not participated in discussion in past 12 months, or if yes, not about web testing or energy efficiency


Appendix B – Interview Guide

OEE Transportation Section: Usability Testing

Interview Guide (1 Hour)

	Introduction (5 Min.)


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

As you may recall from our initial discussion with you, our firm has been engaged by Natural  Resources Canada’s Office of Energy Efficiency (OEE) to help them as they prepare to launch a new version of their Web site.  The OEE Web site is designed to include information to help Canadians save energy, save money and reduce greenhouse gas emissions that contribute to climate change.

A new prototype has been developed for the Transportation section of the OEE site.  This prototype reflects a new approach to design, including content organization, navigation and overall look and feel.  We are gathering feedback from current and potential users of the OEE site to make sure that this new prototype is as easy to use as possible.  Based on your input and that of others, we will provide suggestions to the OEE team on how to improve the prototype before the design is applied to all sections of the OEE site. 

 Before we begin there are a few things that I would like to point out about the interview.

· We would like to audio-tape the interview provided that you have no objections.  This is standard procedure.

· Anything you say will be treated in confidence.  We will use the tape to help us write the report.  When we prepare our report, no comment will be attributed to a specific individual. 

· If applicable:  There are observers behind a one-way mirror in the interview room.  They are representatives from the OEE who are involved in developing and managing the site.  They are very interested in what you have to say.  

· We want this discussion to be open and frank.  Even if you have an idea that seems minor to you, please do not hold back. 

The interview will begin with a discussion of the types of transportation-related energy efficiency information you have sought in the past and the sources that you used to do so. Then, we will look at a prototype for the new site and I’ll ask you to try using it to find information of interest to you.  We will then review the site in more detail and discuss your specific impressions of the new prototype design. 

Do you have any questions before we begin?

	User Modeling (10 Min.) 


1. To begin, tell me a bit about yourself.  What do you do?

Probe for Business respondents:  

· Where do you work?  

· How would you describe your role there?  How long have you been in this position?  

· I understand that part of the work that you do requires you to use transportation-related energy efficiency information.  Describe to me how you typically use this type of information in your day to day job.

Probe for General Public respondents:  

· Do you own or lease (or have you ever owned or leased) a car?  

· If respondent has (or has ever had) a car:  Describe to me the extent to which you think about or are concerned about energy efficiency issues and your car.  What types of issues do you typically think about?    

2. Thinking of the past 12 months, can you describe all of the situations when you have needed transportation-related energy efficiency information [Business respondents: while at work]?

· What sort of information were you looking for?  Why were you looking for this information?

· What source(s) did you turn to?  Consider all sources (offline, individuals, etc.)
· Were you able to find what you were looking for or not?

· Would you have preferred to access this information from another source (e.g. a different channel)
Probe for all situations and for use of online sources and government sources in particular.

If OEE is mentioned as a source, go to Q4

3. Before you were called for this interview, had you ever heard of the Office of Energy Efficiency?  

If yes, probe:  Where / in what context did you hear about it?  Go to Q4.

If No, probe:  What sort of information would you expect to find on a Web site sponsored by the Office of Energy Efficiency?   In particular, what sort of transportation-related energy efficiency information would you expect to find on this site?  Go Information Retrieval Exercises….
Those familiar with the OEE:

4. Had you ever visited the OEE Web site?  Probe:

· For what purposes?  

· To what extent, if at all, did the site provide you with the information that you needed?  

· Was there any other information that you would have liked to have seen on the site but didn’t see there?  PROBE FOR TRANSPORTATION-RELATED INFORMATION…Was there any transportation-related energy efficiency information that you would have liked to have seen on the site but didn’t see there?

	Information Retrieval Exercises (15 minutes)


We’ve found that one of the best ways to assess a Web site is to review it in context, so I am now going to ask you to conduct a few ‘search tasks’ to look for specific information on the OEE Web site.  

I want to emphasize that the purpose of these exercises is not to test your Internet skills or capabilities, but to test the Web site and determine if it is user friendly.  We simply want to understand how users navigate through the Web pages.  I’d ask that you “think out loud” as you navigate.  

Interviewer will have the respondent work through up to three exercises time permitting (2 minimum), choosing those most relevant to the respondent’s needs as expressed in the Warm-up.

Respondents will be allowed to work through each exercise, without interruption.  If necessary, the interviewer should gently repeat the instruction to “think aloud” throughout the exercises.  Any assistance provided will be noted.  The interviewer will use the attached Exercise Response Sheet to:

· Track steps taken by the participant. 

· Note any issues uncovered as they navigate through the site. 

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

At the end of each exercise, the interviewer will review the exercise with the participant in order to more fully understand what the respondent was thinking, in particular to reveal:

· Reason(s) for making choice

· Issues / problems

· Unclear terms or visuals

· What is working well.

NOTE: 

FIRST EXERCIESE:  START RESPONDENT AT OEE HOMEPAGE 

SECOND AND THIRD EXERCISES:  ASK RESPNDENT TO START FROM END POINT OF PREVIOUS EXERCISE.  INTERVIEWER TO NOTE HOW THEY NAVIGATE WITHIN THE TRANSPORTATION SECTION, SPECIFICALLY: USE OF LEFT NAVIGATION BAR.

SELECT EXERCISES BASED ON RESPONDENT’S PROFILE AND INTEREST AREA:

General Public: Information Retrieval Exercises

	General Public:
	Exercise Description:
	

	Exercise 1
	Assume that you are interested in finding out the fuel consumption rating for your vehicle.  Use the OEE site to find the fuel consumption rating for your vehicle.  ONCE RESPONDENT HAS LOCATED THIS, ASK THEM TO:  Use the Fuel Consumption Guide to Compare ratings between your vehicle and another vehicle manufacturer.

NOTE: IF RESPONDENT CAN’T LOCATE FUEL CONSUMPTION GUIDE, PROMPT THEM AND ASK THEM TO USE IT TO COMPLETE THIS EXERCISE.
	1/5

	Exercise 2
	You are considering purchasing of a new car and would like to purchase one that is fuel-efficient.  Use the site to find out which vehicles are considered the most fuel efficient. 
	3/5

	Exercise 3 
	You have recently heard a lot in the media about the effects of vehicles and excessive driving on the environment.  Try to find tips on the OEE site on driving your vehicle in a fuel efficient way.
	3/5

	Exercise 4
	Try to find information on the OEE Web site related to alternative fuels, such as hybrid and battery-electric powered vehicles.
	2/5

	Exercise 5
	Assume that you are in the market for a new car.  Where would you go on the OEE Web site to learn about fuel efficiency labeling and what to look for when shopping for a new vehicle.  

PROBE TO UNDERSTAND FAMILIARITY WITH THE TERM: “ENERGUIDE LABEL”
	4/5

	Exercise 6
	You have recently heard a lot in the media about greenhouse gas emissions that contribute to climate change.  Try to find information on the OEE Web site related to maintaining your vehicle, to save money and fuel while reducing harmful emissions.
	4/5

	Exercise 7
	Find information on the OEE Web site that addresses the environmental and health impacts of running your car engine (when not in use) for prolonged periods of time.

ONCE RESPONDENT HAS LOCATED THIS, ASK THEM: Look for information on what you can do to get involved in reducing these environment and health impacts. 
	2/5

	Exercise 8
	Recently, media attention has been given to Ethanol as an alternative fuel.  Use the OEE Web site to find information on Ethanol and whether you can use this for your vehicle.  

ONCE RESPONDENT HAS LOCATED THIS, ASK THEM TO:  Find out where you can fill up with Ethanol fuel in Canada.
	5/5


Business Representatives: Information Retrieval Exercises  

	General Public:
	Exercise Description:
	

	Exercise 1: Fleet Managers (including Municipal representative)
	You have heard about a program offered by the OEE called: Fleetsmart.  Try to find information on the OEE Web site about the Fleetsmart program and what it can offer your organization.
ONCE RESPONDENT HAS FOUND THIS INFORMATION, PROMPT THEM TO:  Try to use the site to register to become a Fleetsmart member.  
	2/5

	Exercise 2: Fleet Managers (including Municipal representative)
	You have heard that the OEE offers training for companies looking to improve their fuel efficiency and reduce greenhouse gas emissions.  Try to find information on the OEE site related to the dates and locations of fuel efficiency workshops. 

ONCE RESPONDENT HAS FOUND THIS INFORMATION, PROMPT THEM TO:  
Find information for registering for a fuel efficiency workshop.
	1/5

	Exercise 4: Fleet Managers (including Municipal representative)
	Use the OEE Web site to determine whether financial incentives are available for fitting your vehicles (or fleet) with fuel efficient devices.   If so, how would you proceed with getting a rebate?

Note: This applies only to Class 6, 7 and 8 vehicles – which are heavy duty trucks and motor coaches
	2/5

	Exercise 5: Fleet Managers (including Municipal representative)
	Assume that you want to determine the gas mileage for one of the vehicles in your fleet.  How might you do this using the OEE site?
	3/5

	Exercise 7: Fleet Managers (including Municipal representative)
	Assume that you or your organization is interested in exploring the range of vehicle fuels available in Canada and their respective benefits.  Use the OEE Web site to look for this type of information.
	2/5

	Exercise 8: Fleet Managers (including Municipal representative)
	Assume that your organization is interested in exploring options for using alternative fuel vehicles for its fleet.  Where would you look on the OEE Web site to determine specific vehicles that are equipped to handle alternative fuels?

ONCE RESPONDENT HAS FOUND THIS INFORMATION, PROMPT THEM TO:  

Assume that you were interested in calculating the net incremental costs to your organization for acquiring a specific alternative fuel vehicle and the payback to your organization.  How would you go about doing this on the OEE site?

Assume that you are interested in finding out what alternative fuels suppliers exist…where would you go to find this information on the OEE site?
	3/5


	Exercise 1: Car Salespeople and Auto Dealer Representatives
	Assume that you have a client who is considering two vehicles and would like to know which is the most fuel efficient.  Use the OEE site to find out how you would compare the fuel ratings of the vehicles.

ONCE RESPONDENT HAS FOUND THIS INFORMATION, PROMPT THEM TO: Order a hardcopy of the report.


	2/5

	Exercise 2: Car Salespeople and Auto Dealer Representatives
	Where would you go on the OEE Web site to learn about fuel efficiency labeling for light-duty vehicles.
	4/5


Review of Information Retrieval Tasks:

5. In completing the information retrieval tasks, describe how easy or difficult was it to determine an appropriate navigation path and to find the information requested?  Why do you say that?

6. Were there any tasks that were particularly easy or difficult to accomplish?  What was it that made it easy/ difficult?  If applicable: Is there anything that you would change about the site (and the Transportation section in particular) that would make it easier to find information?

INTERVIEWER TO INSTRUCT RESPONDENT TO RETURN TO OEE HOMEPAGE (FROM THE POINT THAT THEY ARE AT, AT THE CONCLUSION OF THE INFORMATION RETRIEVAL EXERCISES…. RECORD HOW RESPONDENT RETURNS HOME AND PROBE……

7. Are the options for returning to the Homepage clear?  

8. Did you expect the top-part of the left-navigation bar to be clickable and take you back to the Homepage?  Why or why not?  
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	Site Review (25 minutes)


Now that you’ve had a chance to use the OEE prototype to find information, I’d like to review some of the sections with you in a little more detail.  

OEE Homepage: Personal / Business Use 

Before reviewing the Transportation section in more detail, I would like you to go back to the Homepage for a moment….we are going to review certain elements of the Homepage, as well as overall navigation conventions. 

ENSURE THE OEE HOMEPAGE IS LOADED….

9. What are your overall impressions of the OEE Homepage?

10. On the Homepage, information is split into two fundamental streams:  Personal Use and Business Use.  INTERVIEWER TO DEMONSTRATE ON HOMEPAGE….AND THEN WILL CLICK ON PERSONAL USE / BUSINESS USE / TRANSPORATION AND DEMONSTRATE LEFT NAVIGATION BAR IN TRANSPORATION SECTION Did you notice this when you were navigating through the site during the information retrieval exercises?  Why or why not? 

STAY WITHIN THE TRANSPORATION SECTION….

11. Assume for a moment that you are looking for information within the: INSERT FOR APPROPRIATE AUDIENCE GROUP: Personal Use / Business Use section.  INTERVIEWER TO DEMONSTRATE BY GOING INTO A SPECIFIC SECTION…  Now assume that you want to get information that is relevant to: INSERT OPPOSITE AUDIENCE GROUP: Personal Use / Business Use.  How would you look for this information on the site?  Where would you go?  

GO BACK TO HOMEPAGE….

12. I would like you to think about your preferences for the site’s left navigation bar and how you would prefer it to function.  I’ll describe and demonstrate the way it works right now and ask for your impressions and preferences for its functionality. 

· Right now, specific topics are listed in the left navigation bar on the Homepage (e.g. About OEE, OEE Programs, Rebates and Incentives, etc.)  When you select a link from the centre of the Homepage (e.g. Personal Use or Business Use / Transportation), the left navigation bar changes to reflect the main topics in the Personal or Business Use /Transportation section.  INTERVIEWER TO DEMONSTRATE.  When you select a sub-topic within the Transportation section (SELECT VEHICLE FUELS), the Transportation-related topics remain in the left navigation bar.   However, currently, the left navigation bar does not include links to (INTERVIEWER TO DEMONSTRATE):

· the main Personal Use / Business Use category

· the other topics within either Personal Use (e.g Residential) or Business Use (e.g. Residential, Commercial/ Institutional, etc.)

What are your overall impressions of the left navigation bar’s current functionality?  Does it reflect your expectations for the way that you would expect the left navigation bar to work?  Why or why not?  IF IT DOES NOT MEET EXPECTATIONS, PROBE:  How would you prefer the left-menu bar to work?  What would you suggest to improve the functionality of the left navigation bar?

13. Currently, colours have been assigned to both streams of the OEE site (e.g. Yellow for Personal Use and Green/Khaki for Business Use).  INTERVIEWER TO DEMONSTRATE PERSONAL AND BUSINESS AT HOMEPAGE AND THEN AT TRANSPORATION LEVEL….    When you were navigating within the Transportation section during the information retrieval exercises, did you notice that the Personal Use / Business Use streams had been assigned colours on the Homepage and these colours followed through to the left navigation bar inside the site?  PROBE:  Did you connect that they had been colour-coded for a reason?

14. Is it helpful to “colour-code” information in the left navigation bar to communicate the Personal Use / Business Use categorization approach?   Would you expect specific sections within the Personal Use or Business Use (e.g. Transporation, Residential, etc.) to have specific colours (or is one colour for all Personal Use (e.g. yellow) / Business Use (e.g. green/khaki sufficient)? 

15. What are your impressions of the current colour choices?  Are they appropriate? IF NOT, PROBE:  What colours would you suggest?

16. You will notice that when you select a specific link INTERVIEWER TO DEMONSTRATE: PERSONAL / BUSINESS USE / TRANSPORATION / VEHICLE FUELS, the colour remains consistent in the left navigation bar (e.g. Yellow or Green/Khaki), but nothing else is highlighted (e.g. bold font, different colour) in the left navigation bar to indicate the specific section you are in.  Once you click into this section, is it clear to you (from the left navigation bar) where you are on the site?  IF NOT, PROBE: What would you suggest to clearly highlight within the left navigation bar where you are on the site?

We are now going to focus on the Transportation section in more detail…..

INTERVIEWER TO LOAD OEE / TRANSPORTATION SECTION: BUSINESS FOR BUSINESS REPRESENTATIVES AND PERSONAL FOR GENERAL PUBLIC REPRESENTATIVES
First-level Transportation Portal Page: Overall Impressions

17. What was the first thing you noticed on this page?  Where were your eyes drawn to first?

18. What are your overall reactions to this page?  Why do you say that?

19. Is it clear to you that you are looking at the main page for the Transportation (Business / Personal) section of the site?  Why or why not?

First-level Transportation Portal Page: Layout

20. What are your impressions of the approach to the layout / organization of information on this page?  PROBE TO UNDERSTAND:

· Impressions of the placement of the main links in the middle

· Impressions of the placement of the tools box

21. Is the anything that you would suggest to improve the layout of the main page for the Transportation (Business / Personal) section of the site?  Why or why not?

First-level Transportation Portal Page: Navigation

22. In general, how easy or difficult would you say that is to navigate within the Transportation section of the OEE Web site?  Why do you say that?  

23. Let’s say that you were looking at information on idling (relevant for both business and general public representatives).  INTERVIEWER TO DIRECT RESPONDENT TO AREA WITHIN THE IDLING SECTION: SELECT “UNDERSTANDING THE ISSUES” FOR BOTH AUDIENCE GROUPS.  Now let’s assume that you are interested in looking at information related to different types of fuels for vehicles.  How would you get to this information from here?  PROBE TO UNDERSTAND:

· Intuitiveness of left-navigation bar (do users understand that topics presented on the main transportation page are also included in the left navigation bar?)

· How users would get back to the main “Transportation page” from here

· Did you notice that the “For Kids” and “Media Room” links were removed from the left navigation bar once you select a topic within the Transportation section?  Is this appropriate?

24. Assume that you ended up on one of the inside pages of the Transportation section from an outside link, or from an external search engine (e.g. Google) and this specific page was not listed in the left navigation bar.  Describe how you would prefer to navigate to other related pages?  ONCE PARTICIPANT HAS DESCRIBED EXPECTATIONS, PROMPT: Which of the following options would you prefer?  Why?

· Links to related pages in the text of the page

· Links in a related right navigation bar

· Expanded or drop-down links in the left navigation bar 

· Expanded links at the top or bottom of the page

· “Previous” or “Next” buttons

· Selecting a high-level topic from the left navigation bar

First-level Transportation Portal Page: Content

I would like to turn our attention to the content featured in the Transportation section of the site….INTERVIEWER TO DIRECT PARTICIPANT TO FIRST LEVEL TRANSPORTATION PAGE (PERSONAL / BUSINESS)…
25. Are there any topics related to “Transportation” that you feel are missing?  Are there any topics that you would remove from this site?  

26. Take a look at the “Tools” section on the right-hand side of the page.  Do the items featured in this section meet your expectations?  Why or why not?  PROBE:
· Are any labels (tool names) unclear?  

· Describe the specific types of “tools” that they would expect to find featured in this section – do they expect publications, functional “interactive tools” or a combination?

· Do they expect “transportation-specific” tools or access to a broader range of tools?

· Based on your impressions of this section, is the label “Tools” appropriate?  IF NOT APPROPRIATE:  Would you suggest another label?

27. The OEE Web site includes “tips” on specific topics throughout the site.  INTERVIEWER TO DEMONSTRATE WITHIN THE “PERSONAL USE” SECTION (CHOOSING A FUEL EFFICIENT VEHICLE / TIPS ON BUYING A VEHICLE).   How would you prefer tips to be presented on the site?  PROBE:

· All tips would be presented in one specific section on the site (e.g. a “Tips” section) and organized by topic (e.g. Transportation, Residential, etc.).

· Relevant tips would be placed within specific sections on the site.  For example, all transportation-related tips would be placed in relevant sub-topic sections (similar to what is currently on the site).

· For each tip that is presented on the site, would you expect to see its source cited?

Titles, Graphics, Content and Link Preferences:

For the final part of the interview, I would like to discuss your preferences for conventions that can be used for titles, graphics, content and links throughout the site. INTERVIEWER TO GO BACK TO HOMEPAGE….

28. What are your impressions of the appearance of the titles throughout the site?  INTERVIEWER TO SHOW HOMEPAGE EXAMPLE:  “The Office of Energy Efficiency (OEE) Welcomes You”?  PROBE:  Do the titles stand out on the site? Is the font size and colour appropriate?  Is the space between the banner and the header appropriate?  

29. Do you prefer titles or headers to appear in HTML text or as part of a graphic image?  INTERVIEWER TO USE HOMEPAGE EXAMPLE: title “The Office of Energy Efficiency (OEE) Welcomes You” compared to the “Personal Use / Business Use graphic image”.  Why do you prefer this?

30. What are your impressions of the conventions used for the graphics on the right-hand side of the Homepage?  Specifically, the text in the images on the right-hand side of the page is part of the graphic (e.g. One-Tonne Challenge and “Most Fuel Efficient Vehicles”.  However, the text in the “Fuel Consumption Guide” is a hyperlink.  Do you prefer one approach over the other?  Why?  PROBE: Do you have any concerns if both approaches are used on the site?

31. I would now like to look at two options for presenting links on the site.  The first option presents a link, followed by a brief description (Personal Use / Choosing a Fuel Efficient Vehicle or Business Use / Heavy Vehicles).  The second option presents links on their own (Personal Use / Vehicle Fuels or Business Use / Vehicle Fuels).  INTERVIEWER WILL DEMONSTRATE ON SCREEN AND WILL ALSO PRESENT RESPONDENT WITH PAPER MOCK-UPS OF EACH APPROACH.  Which approach do you prefer?  Why?  IF RESPONDENT PREFERS LINKS WITH DESCRIPTION…PROBE:  Would you prefer that the descriptions appear as sentences or as keywords or phrases?  Why? 
32. I would like you to consider how titles are treated on this site.  Did you notice how titles and headings are presented on the site (in terms of the approach to capitalization)?  
33. Currently, there is a combination of approaches to capitalization on the site.  In some areas, capitals are used for the first word of a heading and for all proper nouns.  In other areas, headings are capitalized (not just the first word of the heading).  USE PERSONAL USE / TRANPORTATION / CHOOSE A FUEL EFFICIENT VEHICLE EXAMPLE TO ILLUSTRATE…. Do you find this confusing?  Is this an important consideration for you?  Why or why not?   What approach would you recommend for presenting titles on the site?  PROBE:  
· Capitalize the first word of a heading and capitalize all proper nouns
· Captialize the first letter of all words in headings and capitalize all proper nouns
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34. Looking again at the Homepage, did you notice that the “Office of Energy Efficiency” title (at the top of the left navigation bar) has a larger font for the first letter of every word?  Is this appropriate?  Would you apply this look to all titles on the site?  

35. Finally, I would like you to look at an example of content used on the page.  INTERVIEWER TO DEMONSTRATE:  PERSONAL USE / TRANSPORATION / VEHICLE MAINTENANCE / VEHICLE MAINTENANCE TIPS.   What are your overall impressions of this content in terms of:
· Presentation (e.g. bullets) and layout

· Length

· Font size

· Clarity

Would you suggest any revisions to the format of content presentation?

	Wrap-Up (5 Minutes)


36. Based on your experience today with the Transportation-section prototype, what are your overall impressions of the design and layout?
37. Compared to other Web sites that you are familiar with how easy or difficult would you say it is to find information on this site?  On a scale of 1 to 5, where 1 is ‘very difficult’ and 5 is ‘very easy,’ how would you rate it?  Why do you say that?
38. Based on what you have seen on the Transportation prototype, how useful do you think it would be to you for providing information for you at work/ at home?  Why do you say that?  Was there any information in particular you saw that could be useful to you in the future?
39. Do you have any expectations for additional navigation tools that could be added to the site? PROMPT:  A site map?

40. Thinking back over all that we have discussed today, what would you say are the top five most important changes or additions you think should be made to the prototype site?
While you write down your priority changes or additions, I am going to check with the observers to see if they have any additional questions.

Thank you very much for your input today.  Your feedback has been very helpful and will help guide the future direction of the site.
Information Retrieval Recording Sheet

Exercise:  ____________________
	Step
	Action
	Issues/comments during exercise
	Issues/comments during review

	1
	
	
	

	2
	
	
	

	3
	
	
	

	4
	
	
	

	5
	
	
	

	6
	
	
	

	7
	
	
	

	8
	
	
	

	9
	
	
	

	10
	
	
	

	· Completed without hesitation


	· Completed with hesitation 
	· Completed with assistance 


	· Not completed (no assistance)


	· Not completed (with assistance)




Respondents noted that the links were not consistent across all fuel types presented within ‘Vehicle Fuels’.









































Respondents were surprised to see the ‘List of Driving Schools’ listed before ‘Driving Tips’.





The ‘Comparing Vehicles’ link was misleading in that respondents expected to be able to compare fuel consumption ratings for vehicles.





Respondents did not always notice the ‘Compare Vehicles section’ hyperlink within the text.





Example of a title presented as part of a graphic image.





Respondents suggested adding more space between the top banner and the title.  The space should be equivalent to the spacing between the title and the text.





A few respondents suggested presenting the text after the selection boxes.   





Content categories should be organized, into broad categories with a series of descriptive links.  This format is easy for users to scan and will enable them to quickly get a sense of relevant content.  This format will also work well with the inclusion of right-menu bars on relevant pages.  





The information provided under Statistics and analysis was general in nature and did not pertain directly to Transportation.  Respondents felt that the link should not be included in the colour scheme, or should simply be removed from the left menu bar at this level.





The left navigation menu did not reference where users are within the site, once they were more than one layer into the site.





Respondents were confused as to why some links on the left navigation bar were not included in the middle of the page.
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The use of a colour scheme for Business and Personal Use was not widely understood as respondents were unclear as to why some links were in yellow or green and others were in grey.





The portal did not always use consistency when presenting titles.





A few respondents went into the Personal Transportation section upon noticing the reference to alternate fuels within the description provided for the section.





Maintain the current organizational approach by presenting the information in bullets.





Provide a hyperlink or highlight key words within each bullet to clearly highlight the core theme/subject of each bullet.





Organize the information by main headings or categories within each page.  











