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Let me tell you a story
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Why did problems occur?



They didn’t listen to customers’
wants, needs and expectations.
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They didn’t listen to customers’
wants, needs and expectations.

Why did problems occur?

TAKEAWAY MESSAGE: Testing with
customers gets you valuable
feedback!
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2. Why you need usability

3. Idea: Do your own testing!



1. What is usability?



How people interact with
a product, system ora product, system or
service, and how they
expect it to work.





Know your customers,
for they you are not.

- Usability Yoda



We’re too close to the tools we manage to
know how our users actually use our tools.



We’re too close to the tools we manage to
know how our users actually use our tools.

You are an insider, not a customer.
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Top 5 Government Usability Problems

• Too many words

• Gov speak / jargon

• Top tasks hard to find

• Ineffective navigation• Ineffective navigation

• Ineffective search results
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• Education
• We teach people how to set up and conduct usability tests

• Demonstration Tests• Demonstration Tests
• We perform demonstration tests on government websites & other
products, and we open them for others to observe

• Awareness
• We educate others about the importance of usability at conferences,
staff meetings, and elsewhere



We’ve helped these folks…

• DOT

• Interior

• IRS

• U.S. Army

• State

• FCC

• USAJobs

• Census• U.S. Army

• NASA

• Labor

• OMB

• GSA
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• Census

• NSF

• NIH

• And 35
others



What can you test?
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– Web Sites
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– IVRs

– Apps

– Forms

– And more…



What can you test?

• Anything that you have the power to change
that customers will encounter:

– Web Sites

• Interfaces, layouts, navigational structures

Content in a knowledge base– Content in a knowledge base

– IVRs

– Apps

– Forms

– And more…

– …such as mock-ups of all the above!
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4 Steps to Working with Users

1. Observe users (customers)
using your product

2. (Re)design with users in mind2. (Re)design with users in mind

3. Get a usable product

4. Repeat

5. Observe users (customers)
using your product

6. (Re)design with users in mind



• Reduced developer time

• Reduced training time

• Reduced help desk calls / emails

Usability’s Return on Investment (ROI)

• Reduced help desk calls / emails

• Higher task completion rate

• PR boost



Types of First Fridays Tests



Formal test

Testing RoomObservation Room



2. Hallway Test



3. Navigation Improvement









Actionable results!

• Use more subheadings

• Introduce more white space• Introduce more white space

• Combine FAQ topics

• Explore the use of color



Don’t
make

UsabilityUsability
Yoda cry!



Free usability resources!

Howto.gov/firstfridays



Free at www.Howto.gov/firstfridays --

• Usability Testing Scripts
• Email Templates
• Best Practices

• Final Report Examples• Final Report Examples
• Project Management

• Before and After Screenshots
• Videos

• And more…



Thanks!Thanks!
firstfridays@gsa.gov

Howto.gov/firstfridays


