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Agenda

› Overview of Usability Audit Review

• Top Usability Issues

• Key Points
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ForeSee Usability Process

• Audit

• Analysis

• Independent Evaluation

• Target Customer Needs and Expectations
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Usability Indicators

• Individual Application

• Pass/Fail Metric

• Measures Specific Aspect of Usability

• Proprietary to ForeSee

• Website Analysis and External Research

• Best Practice
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Scope and Specifications

This audit examines content and navigation within the Ground Water and Drinking Water section to 

evaluate the organization and categorization of information, the intuitiveness of navigation, and how clearly 

labeling communicates the nature of content and its structure. This audit focuses on the core components 

of orientation, labeling, navigation, and organization.

• February 2018

• 1366 x 768

• Iterative Evaluation
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Agenda

• Overview of Usability Audit Review

› Top Usability Issues

• Key Points
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Top Usability Issues

• Categorization

• Labeling and Messaging

• Landing Pages

• Local Navigation

• Visual Presentation

• Expected Location

• Instructions

• Presentation of Content

• Help Content

• Broken Links
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Categorization



9

The categorization of content within the Ground Water and 

Drinking Water section does not help visitors find desired 

content. For example, visitors looking for their local water 

quality report or information about their watershed may be 

overwhelmed by the number of options presented to them 

on the section’s homepage. This increases the time and 

effort required for them to determine which links lead to the 

content they seek.

Recommendation: Reduce the number of links on the 

section’s homepage.

Homepage presents too many options

Issue 1: Categorization
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Although the visual organization of content on the 

homepage implies that there are three top-level categories 

within the section , the content presented on these 

pages does not represent everything visitors can do in the 

section. As shown, the group of links for Learn about Your 

Drinking Water  and the menu on the subsequent 

page  each contain links that are not repeated in the 

other group . This makes it more difficult for visitors to 

understand how content within the section is structured 

and delays them in their task of identifying the most 

relevant or useful content. 

The section could create more intuitive pathways by 

grouping content logically into general to specific 

categories. This would allow visitors to evaluate all 

available areas of content more quickly and target those of 

relevance to them. 

Recommendations: 

• Avoid overlapping subcategories.

• Organize content within Ground Water and Drinking 

Water into thematically-related categories and 

subcategories.

Categorization is incomplete

Issue 1: Categorization
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To be able to navigate to the desired information or 

resources within Ground Water and Drinking Water, 

visitors must be able to follow a strong information scent 

from very general content areas near the top of the section

 down to very specific content areas . This is 

accomplished by establishing an information hierarchy that 

gradually discloses clear choices to visitors.

Mockup: Effective categorization

Issue 1: Categorization

General

Specific
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Thus, supported by descriptive link labeling, visitors could 

successfully navigate with each click toward the very 

specific information they seek deeper in the site because 

the appropriate path or choice is clear on each page

  . For large sites, this deep-structured hierarchy 

is preferable to the shallow hierarchy currently in place. 

Although the category page attempts to expose content 

and reduce clicks, it creates an unintuitive structure and an 

overwhelming number of links higher in the site.

Mockup: Effective categorization

Issue 1: Categorization
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Specific
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Categorization

• Reduce the number of links on the section’s homepage.

• Avoid overlapping subcategories.

• Organize content within Ground Water and Drinking Water into thematically-related 
categories and subcategories.

Recommendations

Issue 1: Categorization
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Landing Pages
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Primary pages serve to introduce a section’s content, set 

visitor expectations about what can be accomplished, and 

provide efficient pathways for doing so. Typically, visitors 

look to the centerwell for overview text and linkage to 

content on deeper pages within the section. Although the 

Ground Water and Drinking Water page and other landing 

pages in the section provide groups of links to subsequent 

content, they fail to provide a general overview of the 

content within the section. This slows visitors as they seek 

to gain an understanding of the breadth and depth of the 

content within each section.

Recommendation: Ensure that the Ground Water and 

Drinking Water homepage and other landing pages in the 

section provide an overview of the content within the 

section.

Landing pages do not effectively introduce content 

Issue 2: Landing Pages
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Furthermore, landing pages within the section do not 

provide explanatory text for links on the page. The 

inclusion of scope notes helps to explain the nature of 

content and categories and entice visitors to learn more. In 

addition to clarifying the type of content visitors will 

encounter by clicking on navigation choices, these notes 

help to guide visitors down the correct path and assure 

them that the first click they make from the landing page is 

the correct one.

Scope notes can range in length from a short phrase to a 

few sentences, depending on the link or links they are 

describing.

Recommendation: Supplement links with succinct scope 

notes that set initial expectations and help visitors select 

the best one.

Scope notes are missing from landing pages

Issue 2: Landing Pages
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This category landing page shows effective use of the 

centerwell to provide an overview of the category  and 

linkage to deeper pages . Descriptive text in the 

centerwell provides additional context for content in each 

subcategory .

Best practice: Introduction of content on a landing page

Issue 2: Landing Pages
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The site does not set accurate expectations regarding 

subsequent content. Although visitors may expect category 

landing pages when clicking on the headings in the 

Ground Water and Drinking Water homepage, each of 

these links returns a different style page. The differences 

in the page structure prevent visitors from understanding 

how the category is structured and organized.

Furthermore, navigation is hindered as only the Basic 

Information about Your Drinking Water page provides an 

explicit link to return to the category homepage.

Recommendations:

• Implement the site template consistently throughout the 

category.

• Provide linkage to the Ground Water and Drinking Water 

homepage on all pages of the category.

Category headings return different types of content

Issue 2: Landing Pages
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Landing Pages

• Ensure that the Ground Water and Drinking Water homepage and landing pages in the 
section provide an overview of the content within the section. 

• Supplement links with succinct scope notes that set initial expectations and help visitors 
select the best one.

• Implement the site template consistently throughout the category.

• Provide linkage to the Ground Water and Drinking Water homepage on all pages of the 
category.

Recommendations

Issue 2: Landing Pages
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Local Navigation
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Although the Ground Water and Drinking Water category 

provides navigation menus on some content pages , 

navigation within the category is hindered by the absence 

of these menus on topical landing pages . As visitors 

move from content pages to topic pages , the loss of the 

menu results in a disjointed navigation experience in which 

they must scan some pages determine their options, but 

are offered a menu of options on others. 

Recommendation: Display local navigation menus on all 

pages within the category.

Local navigation is missing on topic pages

Issue 3: Local Navigation
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Additionally, some pages within this category cannot be 

located through the navigation menus. For example, the 

Drinking Water Data and Reports is linked from the 

category home page , while the Home Drinking Water 

Testing Fact Sheet is linked from the Drinking Water in 

Your Home . However, neither of these pages can be 

reached through category-wide navigation scheme. 

Therefore, visitors may have difficulty locating and 

returning these pages once they have navigated away 

from them.

Recommendation: Establish a local navigation scheme 

which includes all pages within the category.

Some pages are not included in the menu

Issue 3: Local Navigation
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Finally, the local navigation menus do not consistently 

highlight the current location within the category. While 

some menus differentiate the item corresponding to the 

current page , other menus do not provide this important 

orientation cue. This risks that visitors will fail to 

understand how the current page relates to other items in 

the menu. 

Recommendation: Differentiate the item in the menu 

which corresponds to the current page.

Some menus do not indicate the current location

Issue 3: Local Navigation
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When present, hub and spokes navigation increases 

orientation, as visitors can understand the relationship of 

the current page to the rest of those in the current 

section, simply by noting which navigation options are 

highlighted and the how subsequent menus are nested. 

This site effectively implements a local navigation menu 

on introductory category pages that provides cross 

linkage to pages at the same level   and also to 

subsequent pages within the current topical area .

Local navigation: Best practice

Issue 3: Local Navigation
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Local Navigation

• Display local navigation menus all pages within the category.

• Establish a local navigation scheme which includes all pages within the category.

• Differentiate the item in the menu which corresponds to the current page.

Recommendations

Issue 3: Local Navigation
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Labeling and Messaging
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Visitors’ tasks are impeded when link labels fail to match 

common terminology. For example, visitors looking for 

water quality reports may easily overlook links labeled 

Consumer Confidence Reports , or CCR, since these 

terms contain no keywords that match the desired content. 

Other links also contain words that may be unfamiliar to 

visitors, such as “primacy agencies”  and “water 

resilience” .  If a more familiar term is not available, the 

site should provide scope notes to set expectations 

regarding this content.

Recommendations: 

• Ensure link labels reflect common terminology. 

• Provide scope notes when there is no appropriate 

familiar term. 

Some link labels hinder intuitive navigation

Issue 4: Labeling and Messaging
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In some instances, the site does not clarify the relationship 

of content in the group. For example, within Private Wells, 

the Human Health and Contaminated Water page contains 

important information for well owners, but it does not make 

a direct connection between the two topics. If this content 

is intended for well owners, there should be an appropriate 

introduction stating this and addressing their specific 

concerns.

Recommendation: Provide content introductions which 

connect the content on the page to the intended audience 

or the current category.

Connection between content and category is not clear

Issue 4: Labeling and Messaging
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This page demonstrates the best practice of providing an 

introductory statement which identifies the intended 

audience  and states the purpose of the information .

Best practice: Introducing content

Issue 4: Labeling and Messaging
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Labeling and Messaging

• Ensure link labels reflect common terminology. 

• Provide scope notes when there is no appropriate familiar term. 

• Provide content introductions which connect the content on the page to the intended 
audience or the current category.

Recommendations

Issue 4: Labeling and Messaging
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Expected Location
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Link labels do not match page headings

Visitors navigating within the Ground Water and Drinking Water site may become confused 

when page headings do not match the corresponding link labels. For example, the label 

Testing Drinking Water at Home  leads to a page with the heading Protect Your Home’s 

Water. Similarly, the label Water Resilience  leads to Drinking Water and Wastewater 

Resilience. Instead, the site should ensure link labels and page headings have a one-to-one 

match to orient visitors and reassure them that they have accessed the correct page.

Recommendation: Ensure link labels and corresponding page headings match exactly.

Issue 5: Expected Location
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Two links labeled Basic Information lead to two different 

destinations on the site. On the Ground Water and 

Drinking Water home page, Basic Information leads to a 

page with the heading Basic Information about Your Water. 

However, the link in the left sidebar navigation leads to the 

Drinking Water in your Home. This may be very confusing 

to visitors since both pages link to further resources for 

consumers. It also risks that visitors will have difficulty 

returning to previously viewed pages.

Recommendation: Ensure identically labeled links 

transport visitors to the same location.

Identically labeled links lead to different pages

Issue 5: Expected Location
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Expected Location

• Ensure link labels and corresponding page headings match exactly.

• Ensure identically labeled links transport visitors to the same location.

Recommendations

Issue 5: Expected Location
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Visual Presentation
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The site displays featured content within the rotating image 

blocks on the Ground Water and Drinking Water home 

page and on other topical landing pages. Visitors can 

easily miss this content because the images and 

messages in the block change frequently . For example, 

visitors may miss the featured item regarding annual water 

quality reports  since it shares space with two other 

items.

Recommendation: Persistently display headlines and 

copy for content featured in the rotating image block.

Featured content lacks prominence

Issue 6: Visual Presentation
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In these examples, sites display headlines for all featured 

items outside the rotating block. This helps visitors find 

featured content even when the image is out of view.

Best practice: Persistent messages 

Issue 6: Visual Presentation
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The site inappropriately displays text over images in the 

rotating image blocks  on landing pages and on the 

content dividers  on the Ground Water and Drinking 

Water home page. Doing so forces visitors to re-focus their 

attention as they read content on the page, as they are 

unable to simply scan text; rather their eyes must jump the 

gaps between images and text. In addition, visitors must 

strain to view text in graphics as the color of the text does 

not consistently contrast with the background. 

Recommendation: Avoid displaying text over images.

Headings and link labels on images are difficult to read

Issue 6: Visual Presentation
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The section headings on this page are separated from 

the associated images. This increases the readability of 

these elements.

Best practice: Separating text and images

Issue 6: Visual Presentation
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Visual Presentation

• Persistently display headlines and copy for content featured in the rotating image block.

• Avoid displaying text over images.

Recommendations

Issue 6: Visual Presentation
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Instructions
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The Consumer Confidence Reports online search tool  and the SDWIS Federal 

Reports Search offer two methods of entering search criteria: a clickable state 

map  and a set of input fields . However, may not be clear to visitors that these 

are two independent options, nor is it apparent how these options differ. Since the map is 

more visually engaging, visitors are likely to click on it before considering the options 

provided in the input form. For both tools, this returns a large number of results which 

may require further filtering. To help visitors receive a smaller, more relevant results set, 

the site should provide prominent messaging that informs them of the differences 

between the two search methods.

Recommendations: 

• Add messaging indicating the differences between the clickable map and input forms 

such as: Click Map to view all results for your state or enter State plus city or county to 

view fewer results.

• Consider removing the clickable map.

Input elements are unclear

Issue 7: Instructions
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Next, instructions provided for the input form  are 

displayed above the clickable map, far from the associated 

fields . Another instruction is provided above the search 

fields , but since it is positioned closer to the map than 

the form, visitors may assume it refers to that element. 

This risks that visitors will struggle to understand the 

instructions or overlook them.

Recommendation: Locate instructions near the 

corresponding element and separately from instructions 

pertaining to other elements.

Instructions are too far from input fields

Issue 7: Instructions
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Label is confusing

Additionally, the SDWIS Water System Search displays an ambiguous label for an essential input field. 

Laymen may be unfamiliar with the term Primacy Agency and may hesitate to enter criteria. Furthermore they 

may be puzzled by the lack of an explicit field for state. 

Recommendations:

• Avoid jargon when labeling input fields.

• Change the label Primacy Agency to State.

Issue 7: Instructions
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Instructions

• Add messaging indicating the differences between the clickable map and input forms 
such as: Click Map to view all results for your state or enter State plus city or county to 
view fewer results.

• Consider removing the clickable map.

• Locate instructions near the corresponding element and separately from instructions 
pertaining to other elements. 

• Avoid jargon when labeling input fields.

• Change the label Primacy Agency to State.

Recommendations

Issue 7: Instructions
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Presentation of Content
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Visitors searching for their local water quality report may 

be disconcerted when a search on their state and county 

returns too many results. For example, Wexford County, 

Michigan has a population of 33,000, but the CCR search 

functionality returns 109 results for water systems within 

the county . Listed among these results are colleges , 

restaurants  , and churches. It may not be clear to 

visitors why these entities are listed as “water systems”. 

These unexpected results increase the difficulty of locating 

the desired information. To help visitors locate relevant 

information, the site should display only municipal or 

residential water systems first and provide the option to 

view all results.

Recommendation: Automatically filter the results of the 

CCR search functionality to display only municipal or 

residential water systems and provide an option to view all 

results.

CCR report returns unwanted results

Issue 8: Presentation of Content
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Too often the Consumer Confidence Reports list fails to 

provide a link to the water quality report…

Expected content is unavailable (1 of 3)

Issue 8: Presentation of Content
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Or the link provided yields no result.

Expected content is unavailable (2 of 3)

Issue 8: Presentation of Content
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Currently, the page does not provide assistance or 

recommend a course of action for visitors who are unable 

to find their local water quality report through the CCR 

report feature.

Recommendations: 

• Strive to provide accurate links to all municipal water 

system websites.

• Provide messaging to suggest next steps if the CCR is 

not available on the EPA site.

Expected content is unavailable (3 of 3)

Issue 8: Presentation of Content
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Presentation of Content

• Automatically filter the results of the CCR search functionality to display only municipal 
or residential water systems and provide an option to view all results.

• Strive to provide accurate links to all municipal water system websites.

• Provide messaging to suggest next steps if the CCR is not available on the EPA site.

Recommendations

Issue 8: Presentation of Content



52

Help Content
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The site does not consistently provide glossary definitions to assist 

visitors in understanding unfamiliar terminology used across the 

category. For example, on the CCR Information for Consumers page 

they may not know the meaning of aquifer  or Cryptosporidium . 

While terms and acronyms are defined in contextual help layers on 

some pages , if visitors access other pages, they miss out on this 

added help. This risks that visitors to these pages will not fully benefit 

from the information provided there. The site should implement 

contextual glossary definitions for all pages. 

Recommendation: Provide contextual glossary definitions on all 

pages.

Glossary definitions are missing 

Issue 9: Help Content
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Additionally, access to help content within the Ground 

Water and Drinking Water section is inconsistent. First, the 

glossary is not linked from within the category. Next, some 

pages provide access to Frequent Questions, as shown, 

but others do not. Thus, visitors who need help with 

content on the site may be unable to find needed answers.

Recommendation: Display links to the Drinking Water 

Glossary and FAQ content on all related pages.

Glossary and FAQ content is hard to find

Issue 9: Help Content
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The site should also consider providing a site map, such 

as the one shown in this example. Providing a site map 

supports orientation and navigation, by providing an at-a-

glance and hierarchical view of the site’s offerings, 

allowing visitors to better understand the site’s structure 

and breadth of content.

Recommendation: Consider providing a site map.

Site map is missing

Issue 9: Help Content
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Help Content

• Provide contextual glossary definitions on all pages.

• Display links to the Drinking Water Glossary and FAQ content on all related pages.

• Consider providing a site map.

Recommendations

Issue 9: Help Content
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Broken Links
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The navigation menu provided on Ground Water and 

Drinking Water content pages contains a link which 

promises to provide an overview of all drinking water 

topics. Such content should be extremely useful for visitors 

who are unable to locate desired content within the 

section. However, the link leads to a blank page with no 

explanation or way to move forward.

Recommendation: Ensure all menu links work as 

expected.

Overview of Water content is missing

Issue 10: Broken Links
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Finally, site exhibits multiple instances of broken links. 

These screenshots illustrate two instances of broken links 

in the Ground Water and Drinking Water section. This 

results in a frustrating experience for visitors, as not only 

do they not find the information they seek, but they also 

might spend additional time searching elsewhere on the 

site—or offsite—for it. Broken links erode visitor trust and 

waste their time. 

Recommendation: Resolve all broken or outdated links.

Other links fail to return expected content

Issue 10: Broken Links
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Broken Links

• Ensure all menu links work as expected.

• Resolve all broken or outdated links.

Recommendations

Issue 10: Broken Links
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To support information discovery and intuitive navigation, the Ground Water and Drinking 
Water section should implement a hierarchical categorization scheme.

Support navigation in the current and future structures by:

- Providing linkage to the homepage throughout the section;

- Implementing a consistent and comprehensive local navigation scheme; and 

- Ensuring link labels and page headings match exactly.

Key Points
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Register now to take advantage of early bird pricing!

http://learn.foresee.com/summit_update
http://www.foreseesummit.com/
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