
Usability Training & Testing at Usability Training & Testing at 
State Board of Equalization:State Board of Equalization: 

A LowA Low--Cost ApproachCost Approach



BOE Usability Training/TestingBOE Usability Training/Testing

• Budget constraints dictated a low-cost 
approach

• Hired usability vendor to train Web Team 
to conduct usability study/analysis

• Used BOE’s own Internet site as the target 
for the training workshop

• Purchased MORAE software



Usability Presentation to BOE Usability Presentation to BOE 
Management & StakeholdersManagement & Stakeholders

• Educated BOE management and website 
stakeholders on usability concepts

• Utilized actual testing footage to 
underscore findings of our analysis

• Garnered buy-in for Web Team’s efforts

• Convinced program areas that web design 
should be handled by trained staff



The following slides represent the presentation given The following slides represent the presentation given 
to to BOEBOE’’ss divisional web content coordinators, their divisional web content coordinators, their 
management, and key executive management and management, and key executive management and 
other website stakeholders in early 2009.other website stakeholders in early 2009.

Certain slides have been modified to remove Certain slides have been modified to remove 
embedded links to the MORAE software video footage embedded links to the MORAE software video footage 
of the actual usability of the actual usability tesingtesing conducted.  (At the time, conducted.  (At the time, 
we promised the participants in writing that the we promised the participants in writing that the 
footage would be viewed only by State personnel for footage would be viewed only by State personnel for 
business purposes and would never be viewable on business purposes and would never be viewable on 
the open web).the open web).



BOE Website Usability Study & BOE Website Usability Study & 
the Forthcoming Redesignthe Forthcoming Redesign

External Affairs DepartmentExternal Affairs Department
Web & Media Services DivisionWeb & Media Services Division



BackgroundBackground

•• Early 2007 Early 2007 -- Interviews with Divisional Interviews with Divisional 
Web Content CoordinatorsWeb Content Coordinators

•• Frustration over previous site redesignFrustration over previous site redesign

•• Training of WSU team in web usability Training of WSU team in web usability 
principles and methodsprinciples and methods



Website UsabilityWebsite Usability

•• Understanding how people read Understanding how people read webpageswebpages

•• Colors and contrastColors and contrast

•• Intuitive linkIntuitive link--names names drilldrill--down pathsdown paths

•• CustomerCustomer--centric logical design, i.e., centric logical design, i.e., 
tasktask--based navigationbased navigation

•• Effect of graphics, logos, and animationsEffect of graphics, logos, and animations



Results fromResults from 
typicaltypical 
eyeeye--trackingtracking 
studystudy







General Web Usability FindingsGeneral Web Usability Findings

•• Users don't read Users don't read on the Web, they scan the text on the Web, they scan the text 

•• Users want real content, not "cool" features, Users want real content, not "cool" features, 
mission statements, or selfmission statements, or self--promotional content. promotional content. 

•• Download times Download times are becoming ever more critical are becoming ever more critical 
and sites need to design for speed. and sites need to design for speed. 

•• Users look at text before any graphics; only 3 Users look at text before any graphics; only 3 
types of graphics are generally looked at: faces, types of graphics are generally looked at: faces, 
erotic images, and erotic images, and ““fakefake”” dialog boxes.dialog boxes.

•• Fancy Formatting = Looks Like a Promotion = Fancy Formatting = Looks Like a Promotion = 
IgnoredIgnored



Website Usability StudyWebsite Usability Study

•• Contract with usability professionalsContract with usability professionals

•• Additional usability training for WSU teamAdditional usability training for WSU team

•• Interviews with Taxpayer Information Interviews with Taxpayer Information 
Section phone techniciansSection phone technicians

•• Live testing with 4 nonLive testing with 4 non--BOE participantsBOE participants

•• Analysis of test resultsAnalysis of test results



TIS Phone Technician InterviewsTIS Phone Technician Interviews

•• Field daily complaints re BOE websiteField daily complaints re BOE website

•• Constant customer walkConstant customer walk--throughsthroughs of siteof site

•• Described most commonly attempted Described most commonly attempted 
tasks on websitetasks on website

•• Basis for usability testing scenariosBasis for usability testing scenarios



Success Rate by Test ScenarioSuccess Rate by Test Scenario

1.1. Opening business; BOE forms needed   Opening business; BOE forms needed   —— 75%75%

2.2. Closing a business; how to notify BOE   Closing a business; how to notify BOE   —— 50%50%

3.3. Sales tax waiver document for wholesaler Sales tax waiver document for wholesaler —— 0%0%

4.4. Obtain copy of reg. without downloading Obtain copy of reg. without downloading —— 0%0%

5.5. Find sales tax rate in West Sacramento Find sales tax rate in West Sacramento —— 100%100%

6.6. Doc listing all city/county sales tax rates Doc listing all city/county sales tax rates —— 75%75%



Success Rate by Test ScenarioSuccess Rate by Test Scenario

7.7. Confirm/explain sales tax rate increase Confirm/explain sales tax rate increase —— 50%50%

8.8. Law supporting a bill for use tax due    Law supporting a bill for use tax due    —— 0%0%

9.9. List of proposed changes to a BOE reg. List of proposed changes to a BOE reg. —— 67%67%

10.10. Report sales tax evasion                     Report sales tax evasion                     —— 25%25%

11.11. Submit complaint re BOE employee.   Submit complaint re BOE employee.   —— 75%75%



Scenario Success RatesScenario Success Rates

Participant 1:  36%Participant 1:  36% 11 22 33 44 55 66 77 88 99 1010 1111

Participant 2:  64%Participant 2:  64% 11 2*2* 3*3* 44 55 66 7*7* 8*8* 9*9* 10*10* 1111

Participant 3:  50%Participant 3:  50% 11 22 33 44 55 66 77 88 99 1010 1111

Participant 4:  36%Participant 4:  36% 11 22 33 44 55 66 77 88 99 1010 1111

* used search box after giving up on site navigation* used search box after giving up on site navigation



Test ObservationsTest Observations

•• Users resort to alternate means when Users resort to alternate means when 
website navigation proves inadequatewebsite navigation proves inadequate

–– EE--mail interfacesmail interfaces

–– 800 phone number800 phone number

–– Search engineSearch engine

–– ““All FormsAll Forms”” listlist

[ Displayed excerpts of MORAE footage illustrating the above obs[ Displayed excerpts of MORAE footage illustrating the above observations. ]ervations. ]



Test ObservationsTest Observations

•• Preference for content layout in bullets Preference for content layout in bullets 
and short listsand short lists

•• Long narratives / long lists are unwieldyLong narratives / long lists are unwieldy

[ Displayed excerpts of MORAE footage illustrating the above obs[ Displayed excerpts of MORAE footage illustrating the above observations. ]ervations. ]



Test ObservationsTest Observations

•• Links followed but expected content is not Links followed but expected content is not 
foundfound

•• Links to desired content are seen but not Links to desired content are seen but not 
followedfollowed

[ Displayed excerpts of MORAE footage illustrating the above obs[ Displayed excerpts of MORAE footage illustrating the above observations. ]ervations. ]



Test ObservationsTest Observations

•• Expectation of taskExpectation of task--driven links driven links 
corresponding to onecorresponding to one’’s taxpayer situations taxpayer situation

•• Links followed across various program Links followed across various program 
area pages despite content irrelevancearea pages despite content irrelevance

[ Displayed excerpts of MORAE footage illustrating the above obs[ Displayed excerpts of MORAE footage illustrating the above observations. ]ervations. ]



Findings/ConclusionsFindings/Conclusions

•• Need for taskNeed for task--based links corresponding to based links corresponding to 
what customers want to dowhat customers want to do

•• Customers donCustomers don’’t necessarily know to which t necessarily know to which 
program area their situation correspondsprogram area their situation corresponds

•• Expectation of consistent navigationExpectation of consistent navigation

•• NarrativeNarrative--style content should be style content should be 
reformatted into readable reformatted into readable ““chunkschunks””



Findings/ConclusionsFindings/Conclusions

•• Forms should be presented in categorized, Forms should be presented in categorized, 
tasktask--oriented manneroriented manner

•• Search results are often unusable due to Search results are often unusable due to 
poor form titling and lack of metadatapoor form titling and lack of metadata

•• Need for a consistent, controlled vocabulary Need for a consistent, controlled vocabulary 
of terminology, i.e., a Glossary of Termsof terminology, i.e., a Glossary of Terms



Prototype Site RedesignPrototype Site Redesign

•• Use of State web templatesUse of State web templates

•• TaskTask--driven links addressing the most driven links addressing the most 
common customer situationscommon customer situations

•• SiteSite--universal left navigation paneluniversal left navigation panel

•• Consolidation of similar/associated content Consolidation of similar/associated content 
even if from different program areaseven if from different program areas

•• Reformatting of narrativeReformatting of narrative--style contentstyle content
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