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Phil Smith’s class, Week 2 

For “Intelligent Yellow Pages” web site 

Needs Assessment): 

Ben Shneiderman gives some guidance in this regard. He states that in regard to web design “we begin by asking: Who are the users and what are the tasks?” (p. 565).  He suggests users’ general knowledge coming into the interface scenario should influence design.  The level of web experience of users should impact design; for instance, novice users require more detailed instructions than other types of users (p. 565-566).   An appropriate needs assessment should aim to assess such attributes of the target population (in addition to assessing user expectations of the product/service and the goals/objectives of the organization providing the product/service).

This is influenced by “constraints” and “objectives” of organization.

This is influenced by “client needs” 

This assumes research into “client needs” 

1) Complete understanding of “constraints” and “objectives” of organization first; interviews with “captains” of organization to obtain these. 

The captains” of the organization could be key personnel at the UNITS, the OSU telecommunications provider for campus facilities, dorms, and student residences.

2) focus groups of target audiences
qualitative information gathered, analyzed 

3) survey developed, administered to segment of “target population” (this step happens in time after goals/objectives of organization are delineated, and takes these into account)

4) results analyzed 

5) action steps constructed 

6) negotiation of organizational “constraints” and “objectives” with “target pop’s” needs 

7) action steps reframed given # 6

8) action steps implemented 

“Captain” interview question: 

· What are the goals of the product? 

· What is the budget for design/testing/launching/relaunching? 


· What does the organization see as the target audience? 



· What are the time-frames for design/testing/launching/relaunching?

· What are any constraints from the organization (e.g., non-flash?)? 

· How much advertising do you want to have in the online Yellow Pages?

· What are the marketing and visual identity guidelines for your organization?

· What are your marketing and advertising goals?

· How should users feel about your organization after using the system?

Focus group questions:

· open-ended

· demographics, attributes of target pop sought

· general and specific “use” sought 

· typical user scenarios sought

Survey questions: 

· mostly, closed questions

· demographics, attributes of target pop sought

· general and specific “use” sought 

· typical user scenarios sought

User Analysis : 

1) Target Audience defined (User Population)  - Students attending the 
Ohio State University in Columbus, Ohio.

User Groups – main types of students

1) New Students – Freshmen / Transfer / International 
( no separate stats on new students )

• This group is represented by Jane User X

• user needs – may need more information about the university than current students who have already become accumulated to the OSU environment

2) Current Undergraduate Students – (42,314)

•  This group is represented by Joe User Y

3) Current International Undergraduate Students – ( + grad students = 4,046 )

•  This group is represented by Jane User Z

4) Current Graduate Students – (9,908)

•  This group is represented by Joe User V

5) Current International Graduate Students ( + undergrad students = 4,046 )

•  This group is represented by Jane User W

2) Demographics found – some statistics on the Ohio State website at:

http://www.acs.ohio-state.edu/units/ucomm/stuinfo.html
3) Focus group/ panel formed for qualitative data 

4) Data analyzed 

5) Survey developed 

6) Survey administered to segment of target population 

7) Data analyzed 

8) Results shared and “balanced against” “constraints” and “objectives” of organization

List of Use Scenarios:

· Hypothetical (mostly)

· Some of these may be derived from qualitative data gathered through focus group/ panel 

· Some of these may be derived from quantitative data gathered through survey 

· Hypothetical (mostly)

· Some of these may be derived from qualitative data gathered through focus group/ panel 

· Some of these may be derived from quantitative data gathered through survey 

· Some of these may be derived from heuristics, competitive analysis, and review of Ohio State web resources for students.

A) General kinds of yellow page directory tasks:

· Must keep “security” and “privacy” in mind

· Having name, finding number 

· Having name, finding address 

· Having approx. spelling of last name, and able to find correct spelling 

· Having name, finding email address

· Having name, finding web page 

· NOT having number, finding name (this is illegal)

· NOT having address, finding name (this is risky on campus) 

· Again, Schederman and Nielsen have some stuff here…..

B) Specific hypothetical user scenarios:

1a) Freshman student Jane User X wants to find the phone number and hours of operation for  a specific computer lab in the College of Engineering

1b) Freshman student Jane User X wants to find the phone number of apartment complexes around campus so she can find a place to live next year.

2a) Current student Joe User Y wants to find the names of pizza shops that will deliver to his dorm.

2b) Current student Joe User Y wants to find the number for UNITS to install Cable TV service. 

3a) Current international undergraduate student Jane User Z wants to find the 

number for the Office of International Education (OIE) to find out about a travel grant.

3b) Current international undergraduate student Jane User Z wants to find the 

number for the OSU bus service, CABS to find out the schedule for the summer.

4a) Current graduate student Joe User V wants to find the number for the 

University Research Foundation to find out about Human Subjects Guidelines

4b) Current graduate student Joe User V wants find the names of good restaurants to eat at around campus

5a) Current international graduate student Jane User W wants to find the numbers of some international student organizations.

5b) Current international graduate student Jane User W wants to find information about graduate student housing for next year.

List of Constraints and Objectives: 
· This would involve intensive meetings with organizational leadership. 

Definition of Client – Our Hypothetical client for this project could be the UNITS, the OSU telecommunications provider for campus facilities, dorms, and student residences. The objective of the organization is to provide an online yellow pages resource to their customers, students in the OSU community.

· This apparently we must make some assumptions. 

We should try to predict what information students would be most interested in, and how their needs differ from the general population.

· (so, since its college students at OSU, we gotta assume……” 

· General List of Constraints:

A) budget – the client can only afford to publish the yellow page system online, not in print form.

B) timeframe  + deadlines – only four weeks are allotted to producing the prototype.

C) personnel – two grad students from Ohio State have been contracted to produce the intelligent yellow page system

D) software – the systems should be able to be developed with in the capabilities of existing development software and programming resources.

The system should be cross-platform and run on a wide variety of user web browsers. The system should work with all software that is distributed with the Homenet and Resnet  bundles.

E) marketing objectives – the system should reflect the marketing strategy  of the UNITS organization.

F) Organizational identity objectives - the system should reflect the visual identity objectives of the UNITS organization. The graphic layout of the system should comply with all standard set out in the UNITS Visual Identity Manual.

Competitive Analysis: 

Shneiderman states that “Competitive usability testing can be used to compare a new interface to previous versions or to similar products from competitors.  This approach is close to a controlled experimental study, and staff must be careful to construct parallel sets of tasks and to counterbalance the order to presentation of the interfaces. Within subjects designs seem more powerful because participants can make comparisons between the competing interfaces, so fewer participants are needed, although they will each be needed to a longer time period” (p. 133). 

· This section will: 

· Detail types of hard copy yellow pages

· Describe functionality

· Detail price, availability, and frequency of issue 

· Detail types of electronic yellow pages

· Describe functionality 

· Detail price, availability, and frequency of updates 

Competitors don’t have: 

Export functions 

Personalized phone book functions

Additional Instructions


Information retrieval as a generic task (DJO) : 

Several types : 

1) Hard copy information: 

· Salient categories identified (e.g., subject, date, author, confidentiality level) 

· As many copies of each doc as categories identified needed (so, if the previous categories are the salient categories – subject, date, author, confidentiality level – there needs to be four hard copies of each document, and four categories of cataloging) 

· Need “research person” to know, understand, maintain, retrieve hard copy database

2) Electronic types: 

Organization owns data

· Text search (every word) 

· Filters needed 

· Ranking need to be understood

· Boolean logic needs to be understood

Or 

· Subject search (metataged information) 

· Filters needed 

· Ranking need to be understood

· Boolean logic needs to be understood

Organization does not own information: 

· Nature of intermediaries need to be understood

· “brand” of Boolean logic needs to be understood 

· “Population” should be defined (what is in the database? What is NOT in the database? 

· “metatagging” protocol should be understood 

· constraints of DB maintaining organization understood 

So, the most generic? 

· Information is there, sought out, retrieved 

· Multiple methods to do so

· Electronic DB’s have advantage in terms of speed, efficiency, and ease 

· There is organization: 

· Alphabetical

· By salient categories (date, subject, author, metatags) 

· Either an explanation of organization or use of “culturally understood” organization (e.g., alphabetical order) in use. 

Sources:

Nielsen, J. (2000). Designing Web Usability: The Practice of Simplicity. Indianapolis, Indiana: New Riders Publishing. 

Reeves, B, and Nass, C.  (1996).  The Media Equation: How People Treat Computers, Television, and New Media Like Real People and Place.  Stanford, California: Cambridge University Press. 

Shneiderman, B. (1998). Designing the User Interface: Strategies for Effective Human-Computer Interaction.  Reading, Massachusetts: Addison-Wesley.

So each of the 5 steps have these steps within: 

Definition (what is it?)

Operationalization (what is it in this particular case?)

Instrument (what is it that we use to find out information?)

Data Analysis (what do we know?)

Action Steps (and, finally, what do we do?)


	Service
	Cost
	Main Service
	Funding

	
	
	
	

	Ameritech Columbus and Vicinity Yellow Pages
	free
	business listings, resident listings
	adverts

	http://www.yellowpages.com/
	free
	business listings

	http://www.superpages.com/
	free
	business listings
	adverts

	http://yp.yahoo.com/
	free
	business listings
	adverts

	yp.bellsouth.com
	free
	business and resident listings
	adverts

	http://www.switchboard.com/
	free
	business listings, resident listings
	adverts


	Service
	Strengths 
	Weaknesses

	
	
	

	Ameritech Columbus and Vicinity Yellow Pages
	user-friendly
	not updateable,

	http://www.yellowpages.com/
	field filter of region

	http://www.superpages.com/
	enables personalized phone book, has help pages and other help options
	crowded page, interfacenot intuitive

	http://yp.yahoo.com/
	categories offered up-front
	few ways to filter search

	yp.bellsouth.com
	fields clear for sort, interface appears very usable
	multiple cookies, multiple "redirects", poor "hits"

	http://www.switchboard.com/
	interface user-friendly; reverse directory included; "find email" component
	multiple cookies, multiple "redirects", poor "hits"


	Service
	Weaknesses

	
	

	Ameritech Columbus and Vicinity Yellow Pages
	not updateable,

	http://www.yellowpages.com/
	

	http://www.superpages.com/
	crowded page, interfacenot intuitive

	http://yp.yahoo.com/
	few ways to filter search

	yp.bellsouth.com
	multiple cookies, multiple "redirects", poor "hits"

	http://www.switchboard.com/
	multiple cookies, multiple "redirects", poor "hits"


	Service
	Organization
	What we should learn from this:
	
	

	
	
	
	
	

	Ameritech Columbus and Vicinity Yellow Pages
	Alphabetical
	take advantage of dynamism
	
	

	http://www.yellowpages.com/
	field-based search
	
	
	

	http://www.superpages.com/
	field-based search
	personalized phone book uses server space of org.
	
	

	http://yp.yahoo.com/
	field-based search
	filters for search important
	
	

	yp.bellsouth.com
	field-based search
	a DB is only as good as its D; "cookie" light is good
	
	

	http://www.switchboard.com/
	field-based search
	reverse directory IS legal…; specific "email" directory 
	
	


Action Steps 


(derived from analysis, but in these cases, anticipated/estimated/approximated) 





Data Analysis


(this is hypothetical)





Instrument (if needed)


(the thing that helps us define what we need to define, e.g., survey instrument) 





Operationalized (Applied in the specific)





Definition of Concept








