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Understanding

the Customer:
Usability & Metrics
for Classified Media

Catriona Campbell




Usability is the measure of the quality
of the user experience when
interacting with a web site
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Conversion Curve

1200000
1000000
800000

600000

(7))
| &9
o
=
2
>
Y
o
o
2

400000
200000

0
Home Page Navigation Content Forms Action

Stage of Site




Now this is
taking much

It's not cm

There’'s way
too much text

too long where I
| should go/'
® 800000 Y /
I don't ) V |
understand the I can't go ,
language through all of It’s not really
these steps clear what to
—~ — do next
200000 e
V / |
|_— ~/ ‘ This site isn’t
It's got to be {on Conte telling me
easier to do this Sta what I should
ge
over the phone do




BEI$ amazonCOUK Y& VIEW BASKET | WISH LIST | | YOUR ACCOUNT ) | HELP

& Tools MARTY'S ELECTRONICS PC & VIDEOD Ht;l::" & TOVS &
Shop now WELCOME STORE & PHOTO VIDED | SOFTWARE | * GAMES | GARDEN m

» INTERMATIONAL | » HOW TO ORDER | » SELL YOUR STUFF | » HARRY POTTER * DISMNEY

SEARCH OUR SHOPS » | All Products E2 o
Pre-order The ford of the Rings: The feturn of the fing--get it for £15.99 and save £12 an RRP,

STAR CHOICE Hello Marty CarrnI!J we have recammendations for you {if you're Rhomba Revolution

Anastacia's Latest not Marty Carrall, click here). Get the snazzy
M Get Anastacia's ) ~ 2V Creative Labs
y Ehomba 256-

eagerly awaited
’ i MB MP3/WhA player, and

e hip-shakin' new
alburm, see mare great deals in
Electronics & Phota,
“"HOME & GARDEN s voc ooy
BROWSE ""‘-!- Get free UK

Anastacis, and see more
Our Price: £99.99
O delivery on

in Music,
Our Price: £8.99

+ Books .
+ DIY & Tools Marty Carroll, make £286.52, Sell your past purchases at orders over £25, using

amazon.co.uk today Super Saver Delivery.
* DVD See details and

+ Electronics & Photo conditions,
« Garden & Outdoors

. Gifts Low Price, High Tech
- et the great-value, slimline ¥amada DWD 5520 NEW FOR YOU

* Home & Garden ‘™ ti-region DYD player, with any-region playback rMarty, here are your
» Kitchen & Home straight out of the box, and see more great deals in New for You™

s Music Electronics & Photo. recommendations.

s PC & Yideo Games Our Price: £34.99 ¢ If you're not Marty

+ Personal Care Carroll, click here

s Software * Siemens A60 Crange fixed-rate mobile phone Our Price: .

« Toys & Kids! £49.99 New & Used fram £49,99 Your Shopping Basket
o ¢ Canon PowerShot A60 digital camera (2 MP 3% opticaly Qur Ty Y ou have 0 items in



MNEW:

DIY
& Tools

amazonco.uk’

Shop now WELCOME

* [NTERMA.. 224!

SEARCH OUR SHOPS »

Pre-ordeggil

S5TAR CHOICE

Anastacia's Latest
Get Anastac
eagerly awai
e hip-shakin' n
alburm,
Anastacia, and see more
in Music,
Our Price: £8.99

BROWSE

+ Books

« DIY & Tools

» DVD

+ Electronics & Photo
« Garden & Outdoors
« Gifts

+« Home & Garden

+ Kitchen & Home

+ Music

« PC & Yideo Games

+ Personal Care

+ Software

+ Toys & Kids!

= Teraunol

PC EVIDED
GAMES

MARTY'S
STORE

ELECTRONICS
B PHOTD

= HOW TO ORDER

BOOKS

MUSIC m VIDED | SOFTWARE

» SELL YOUR STUFF | » HARRY POTTER

| All Products

r @y g

"W HOME & GARDEN s

Marty Carroll, make £286.52, Sell your past purchases at
Amazon.co.uk today.

Low Price, High Tech
et the great-value, slimline ¥amada DWD 5520
"B |ti-region DYD playver, with any-region playback
straight out of the box, and see more great deals in
Electronics & Photao,
Our Price: £34.99

e Siemens Ao0 Orange fised-rate mobile phone Our Price:
£49.99 New & Used from £49.99

¢ Canon PowerShot A60 digital camera (2 MP 3% opticaly Qur

4

Y& VIEW BASKET | WISH LIST | | YOUR ACCOUNT ) | HELP

NEW
HOME & | TOYS &
GARDEN | KIDS!

* DISMNEY

The back button on the browser was
clicked upwards of 30 times!!

Our Price: £99.99

Free Delivery
TR Getf free UK
0“0 delivery on
orders owver £25, using
Super Saver Delivery,

See details and
conditions,

NEW FOR YOU

Marty, here are your
MNew for You™
recommendations.,

{ If you're not Marty
Carroll, click here)

Your Shopping Basket
ey Yo have 0 items in




Usability Guidelines

Keep the navigation consistent within the site from page to page
Ensure links have a consistent appearance

Align information, items and widgets on a page

Indicate internal versus external links

Provide error messages that explain the problem and resolve the issue
Provide feedback on number of steps in a sequence

Ensure visibility of important options

Label links descriptively

Convey scope of search

Provide search box that accommodates typical query lengths



Traditional View of Usability

» Targeted at guesses or beliefs

* Nice to do rather than a must have

* Flavour of the month / rubber stamp

 “That’s great, doesn’t look too bad does it? Thanks!”

* No discernible ROI




Usability Re-Defined

* Tied to business KPI’s / site metrics
 Research aimed at identified problems
« Impact of changes readily measurable
 Constant feedback loop

« A demonstrable ROI

49% of Web site managers say usability is their top
challenge in 2004

Jupiter Research / ERI
Executive Survey, October, 2003




Usability Framework

[ IDENTIFY THE METRICS ]

[ MODIFY THE SITE ] @[ ANALYSE THE METRICS ]

[ CONDUCT RESEARCH ]
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Usability Framework

[ IDENTIFY THE METRICS ]

[ MODIFY THE SITE ] @[ ANALYSE THE METRICS ]

[ CONDUCT RESEARCH ]




Usability testing will not tell you
everything!




Strengths
*Universe of users
Web *High degree of accuracy
Analytics

Weaknesses
Behaviours not motives

Strengths
sLarge sample
Survey *Geographic spread

Research Weaknesses

*Self reporting issues
«Sample bias

Strengths
*Deep understanding of thought processes

Usability
Testing

*Direction for improvements

Weaknesses
*Small sample




Usability Testing

Survey Research

.............................................................................. Web Analytics

Website Performance
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www.theusabilitycompany.com
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