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Executive Summary

Good Information Architecture (IA) is often regarded as common sense. When implemented well, the
concepts--simplicity, clarity, findability—are hardly noticed and seem easy enough to follow. Though
attempting to apply principles of simplicity and clarity to an environment as complex as the web is far from
easy. Add the web’s complexity to the overlapping structure of a radio station that offers on-air
broadcasting; three online broadcasts; a freely available archive of 10-years worth of audio programs;
public radio affiliation; original news, music and news programming; and an active membership
department, and chaos is bound to ensue. To its credit, is a formidable web presence,
consistently rated in top-25 rankings for online broadcasting and is a tremendous service to the public.

This report contains an evaluation of through the lens of IA. By considering the goals of the site,
performing functional analysis, and most importantly focusing on users, we've come up with observations
and recommendations to improve usability of . Itis our attempt to streamline both the services
delivered via and its maintenance while also positioning the site for growth.

Our recommendations in brief:

Organization

® Eliminate redundancies; develop a unified and consistent organization scheme
® Group similar links and content together
® Propagate structure and scheme through entire site

Labeling

® Label naming conventions need to be more descriptive of the content they represent
® Create a controlled vocabulary and implement it reliably across the web site
® Labels need to ensure a good first impression

Navigation

» Modify the look of global navigation links
» Include local navigation links that provide information about the section a user is in
» Eliminate the “Keyword” drop-down menu and use a site index instead

Search

® Move ‘search again’ function to top of the search result page
® Reformat the text of search results: number them, clarity ‘other results’
® Make searches from all starting points return uniform useful results

Findability

® Research and feature the most popular search terms prominently on the pages of
Many of these recommendations can be implemented without significant rework to the site while others
require a more comprehensive organization. With any of them realized, users will find the site

more useful and beneficial—allowing KCRW to more fully realize its public service mission and realize the
fundraising potential of its web site.
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Background

About KCRW

KCRW is a public radio station for Los Angeles County offered as a community service of Santa Monica
College in California. The award-winning programming reflects the diverse community it serves. The
unique programming—a wide variety of music, local, national and global news, radio drama, and arts and
cultural shows—is the core of KCRW'’s identity and mission. According to the Fall 2004 Arbitron Radio
Market Rankings, the Los Angeles area is the second largest radio market in the country with
approxmately 10,724,900 listeners.” KCRW routinely receives the top ranking for public radio stat|ons in

L.A--in listeners and subscribers--with 534,200 subscribers in the Spring of 2004 (5th in the countryg The
station also boasts the largest youth (25-44) audience among National Public Radio (NPR) stations®. The
station was named “Best Bit of Everything” radio by Details magazine and has won numerous awards for
its innovative programming.

kcrw.org Goals

Being funded by listener contributions and private donations, major goals of the station and website are to
increase audience share and to convert listeners to subscribers, thus increasing membership numbers
and dollars. KCRW meets these goals by catering to the young, diverse community of Los Angeles and
engaging the community with the stat|0n by sponsoring locally relevant events and programming. As
mentioned above, the station ranks 5" in numbers of national public radio members yet are in the second
largest radio market. There is room to grow and the station’s web site is a resource that can be leveraged
to meet this gap.

is the Internet home for the radio station. It provides three distinct online broadcasts: Music,
News, and Simulcast. The Music and News broadcasts offer the respective programming broadcast on-
air in addition to exclusive web-only shows. These streams are heard around the world and have induced
the station to mount subscription drives and benefits (including concerts) in the New York City and San
Francisco areas. KCRW Simulcast was ranked 24th nat|onaIIy in Arbitron’s Spring 2002 Webcast Ratings
with approximately 147,000 aggregate tuning hours (ATH) 's diverse programming, youthful
audience, NPR affiliation, and increasingly national presence position it well for leading the station in
meeting membership goals.

kcrw.org Content

The eclectic mix of music, cultural, and news programming--designed to attract and express a diverse,
connected, youthful audience--should be enhanced by the KCRW web presence. The design of the site is
bold and memorable, immediately tuning in users into the uniqueness of KCRW. It also features several
eye-catching, animated graphics highlighting the many offers, events, and information of the station.

In addition to the online broadcasts, is home to the station’s extensive free audio archives of
news, music, and cultural programs, dating back to 1994. These programs contain live interviews and
performances from the most important and influential names in news and culture. also serves as
the information hub for the station. Program guides and supplements, events relating to the activities of
the station, press releases, and information about supporting the station are all featured. Program
supplements like the weekly KCRW Top 50 Airplay and Specialty Charts directly link to Amazon.com to
allow users to buy the music they hear on-air or online. Purchases made in this manner financially benefit
KCRW.

Rad|o Market Ratings (Fall 2004) Arbitron Media Research Information

Top 30 Public Radio Subscribers (Spring 2004) Arbitron Media Research Information
® KCRW website http://www.kcrw.org

* Webcast Ratings (Fall 2002) Arbitron Media Research Information
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Evaluation Methodology

We utilized a variety of different evaluation methods to inform our observations and make
recommendations. These methods included:

Background analysis of KCRW

Site architecture map

Site wireframes

Individual site reviews by each team member
Comparative analyses of similar organizations
Open card sort

Usability tests

Background Analysis

One team member is currently an active user of the site. She collected a brief background of
KCRW and the website. This background analysis included goal and target audience(s)
determination for the current site.

Site Architecture Map and Wireframes

A high-level site architecture map was created of the current information architecture using Microsoft
Visio. Wireframes of the current layout of the homepage and the top-level section pages were also
created in order to visually analyze the current structure.

Individual Site Reviews

Each team member did an initial review of the site’s information architecture. We used this initial data as
a starting point for our discussions about areas of improvement.

Competitive Analysis of Related Sites

In our competitive analysis of related sites we looked at other public radio station sites and sites that
organized information about music in both interesting and ordinary ways, like Musicplasma.org and
CDNow.com. We also chose to look at a site with a similar funding model, Bluegrasscountry.org. These
sites provide good examples of techniques for highlighting programming, organizing and presenting
current and archival information, and most importantly, cultivating a supportive community. See Appendix
B for detailed information about our analysis of these sites.

Open Card Sort

We conducted an open card sort with 5 participants. We used labels from and asked participants
to sort all the labels and categories. Participants were asked to name each category that they created to
classify the cards. Appendix E is a summary of the results from this test.

Usability Tests

We conducted 4 usability tests with users who were unfamiliar with the site. Usability tests were
performed using a selection of representative tasks that users on would want to accomplish.
Appendix C shows scenarios and user tasks. Appendix D is a summary table of the test results.

The research framework presented in Information Architecture for the World Wide Web by Louis

Rosenfeld & Peter Morville also informed our observations. This approach investigates and gives equal
weight to the context, content, and users of a web site environment.
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KCRW User Personas

To inform our analysis of kcrw.org user personas were created that reflect the audience of current KCRW
listeners.

Clo

4 & &4 4 aaaanan (D

Steve

Age: 29

Status: married, no children
Ethnicity: multiracial

Languages: English, Spanish

Resident of: Long Beach, CA

Education: 4 year degree

Occupation: Marketing

Computer Skill Level: Intermediate to Advanced

Hobbies: Likes music, especially jazz, her husband is a jazz

musician, volunteers at the local marina cleaning the beach,
Volunteers marketing services to local environmental group.

’

Listens to KCRW: 25 hours/week, mainly online to the music simulcast from her computer at
work

Member status: new member, subscribed on-line

Uses http://www.kcrw.org for: listening online, checking for local events and promotions for
KCRW members

Age: 20

Status: Single, never married

Ethnicity: Caucasian

Languages: English

Resident of: Santa Monica, CA

Education: pursing a degree in Graphic Design
Occupation: Student

Computer Skill Level: Beginner to Intermediate

Hobbies: Surfing, playing guitar, hanging out with friends,
biking
Listens to KCRW: 10 hours/week, mainly in his car on his

way to school or work. He gets most of his news from the
station and he likes the music they play, too.

Membership status: non-member
Uses http://www.kcrw.org for: searching its archived programs, searching playlists, checks top
5 and DJ pick lists, gets weather and traffic information.
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Barry

Age: 34

Status: Single, never married

Ethnicity: Chinese

Languages: English, Chinese, Spanish, French

Resident of: Redondo Beach, CA

Education: PhD in Chinese Literature

Occupation: Professor at UCLA

Computer Skill Level: Intermediate

Hobbies: Theater, dinning out, poetry writing, exercise,
political activism.

Listens to KCRW: 30 hours/week, favors the cultural
programming and is sometimes a guest on those programs.
He listens while exercising, in his office, and at home.

« Membership status: 15 year member

@« Uses http://www.kcrw.com for: listening to news and cultural programming, uses it as a portal
to links about community cultural events and to buy music played on KCRW, reads film and book
reviews.

Primary Uses of the Site

1. Listen to music, news, or cultural programming

2. Check out events announced on the station: concerts, films, literature readings, etc.
3. Monitor local conditions: weather, traffic

4. Use archive and playlist services

5. Subscribe
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Current Site Map & Pictures

As shown in the sitemap (Figure 1), the top level of the current kcrw.org website is organized into eight
different sections: Listen Live (which includes simulcast, music, world news, & on demand), Music, Arts &
Culture, News, Program Grid, Find It, About KCRW, and Subscribe to KCRW. Each of these sections
provides access to content related to that section as well as content related to other sections on the site
in addition to links to information on external sites. From the home page there are also a number of links
that will take the user off the kcrw.org site. Wrapped in as part of the kcrw.org site are also the kcrw.com,
kerwworldnews.com, & kerwmusic.com sites, which provide specific content as part of this structure.

Listen LIVE

Gk

amazon.com ) t Music
J B
moretothepoint.com §— —i—Arts & Culture
: 5
soundseclectic.com http://kcrw.org/ i News
O I E L)
uclalive.org — F : i—— Program Grid
DJ Cam
- ]
real.com — About KCRW
\ Off-site links
Fil‘% it!

P e

Supporfing Pages

Figure 1: Current Site Map of kcrw.org
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Observations and Recommendations

Organization

The organization of a web site works in concert with and helps to inform the site’s labels, navigation, and
search features. Good organization helps users find what they’re looking for with minimal effort through
both browsing and searching. “We organize to understand, explain, and control. Our classification
systems inherently reflect social and political perspectives and objectives.”5 As such, the organization
structure or scheme chosen is not necessarily universal and understandable by all. One key component
of developing an organization structure is to understand your users and their needs and to build your

organization structure to support them.

Observation 1: Overall organization structures and schemes are unclear.

From an initial view of the home page one gets the sense there is a basic organization structure being
used for the site. The page is broken into 5 major sections (Figure 2): Global navigation along the top;
archives and events in the middle-left; today’s program schedule in the middle-center; music and

membership links in the middle-right; and a re-
iteration of the global navigation along the bottom.
Most other main pages appear to implement a similar
organization structure, except the middle sections are
divided into a left and right only.

As you look closer at these pages you realize that the
only consistency in the structure is inconsistency.
Looking specifically at the home page, it appears that
somewhat of a scatter approach was taken by
placing information and elements on the page--if you
put a piece of information on the page enough times
it's bound to be seen. For example, there are 8

S

Sweepstakes Extended

o | sana
monica

The L )
All New e [C Rw-cO!
i Now Playing: ( R eni )
e —— Weekend Edition
Subscribe or Renew complete i W
Today!
ot a member? Due to renew? Free tickets for
CLICK = UBSCRIBE ON-LIN KCRW Subscribers
in New York!

Right & Center. 10/1/04

L] Debbie Adler on B:00 AM - 10:00 AM -

Nursing Home Voting Check out our

10x5, a selection
of music
handpicked by
KCRW's

Premiums, special Angel
clubs and amazing Weh
2 hen

7:35 AM - 7:40 AM
Jay's Journal:
Aweekly musing on Ricky's

ond on fascinations. programming staff.

support from people like you. cear AMA oA ARA playlists:

w  [KCRWhome ][ feedback ]
Gl E [ music][arts & cuture ] [news ]
[ program cric ] [ ab
[ find 1 help  toof@L{ join now]
h 5

studio cam ] [ KCRVS

Figure 3: Many links to subscribe

Global Navigation

KCRW
music
nzzgeanr: d Today's related
iterns of program links,
intorost schedule member
information
+ more
Media Global Nav
Player + more

Figure 2: Organization of home page

Broadband. 10/1/04 Weekend Edition: ot a Member?
M . NPR's weekend moring news ubscribe Toda;
ore New Archives
EVENTS
nouncements 6:35 AM - 6:40 AM top 5:
& New News Second Opinion: KCRW's most
Medical information from the practical requested songs
Support KCRW today: to the political. e ( H )
T o e e olelioltics o picks: home page (Figure 3).

different links that refer to joining, subscribing, or
otherwise supporting KCRW that are circled on the

As noted by one user during our user testing, “There
doesn’t seem to be any unifying theme.” The lack of a
consistently implemented structure and scheme on
the pages make them confusing even to browse.

® “Information Architecture for the World Wide Web” (2002), p. 50, by Rosenfeld, L. & Morville, P.
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Recommendation 1: Eliminate redundancies; develop a unified and

consistent organization scheme.

By eliminating redundancies of information and links on pages kcrw.org can start to develop a unified and
consistent organization scheme. For example on the home page reducing the number of links to
subscribe, join, or support KCRW can mitigate the scattered look and feel. One link to subscribing can be
featured prominently in the global navigation and another can be clustered with other KCRW membership
topical links. [Appendix | is a proposed final home page wire frame}. Another way to eliminate redundancy
is to ensure that clusters of information and links are unique on the page so that users can find all related
information in one spot without having to look through to entire page to ensure that they've located the

definitive location for that information.

Observation 2: It's hard to create a consistent cognitive model of the site.
It is challenging for users to build a cognitive model, mainly due to inconsistent and scattered organization

_" « RwWD

Lusten to KCRW and NPR LIVE:
o Real Audio

@R

about kerw

music  culture news

%

MP3 (&

Please visit our other streams:

5 have MAZITAA Daging 310 AM
mmmwu,nn»nump

700 AM
5,00 AM [

000 Am [Macoiog Becon
o

Subscribe | |35
On Line
to KCRW
|

a
2000 AM [Hh3t: M pamous

e — 5 fpurfor Free Tickets|
E Inde Redhead in Sa|
qel @ Intornet (11/16)

Subscribe Today!

KCRWworldnews or KCRWmusic.

K CRW
-Simuleast-
Streaming KCRW's live on-air programming
247
e | s

(program schedule)

today’s (November 15 ) schedule
12:00 AM - 1:00 AM

World Cafe:
WXPN's nationwide world music program.

?
Nertfor kg7 on To e Porl. | today’s  nember 15 ) schedule | |

Figure 4: Different views using the same label, “

that tells them where they are and where they can go in the site. They
are further challenged in developing a cognitive model by inconsistent
implementation of functionality on various pages. For example,
depending on where they are in the site when they click on program
grid, they either spawn a new window showing a generalized weekly
program schedule (the left image of Figure 4) or are taken to a page
with today’s program schedule (the right image of Figure 4).

While there are groupings of information that share common
characteristics, these groupings aren’'t unique on the page. Sometimes
these groupings are broken up by an unrelated link in their midst. For
example, the circled links in Figure 5 are music related links, and in the
middle of them is a link for a calendar of local events. As users follow
the link, they realize that the events on the calendar are not
necessarily music related.

Recommendation 2: Group similar links and
content together.

By grouping similar content together you can eliminate redundancy on
the page. It will be easier for users to find content, knowing that once
they’ve found a cluster of information on the page for which they're
searching, they don’t have to continue to scour the page to ensure that
they’re not overlooking something. In general, this will better enable

Program Schedule”

_.quested
. a selection

of musnc handplcked by
ing staff.

playllsts

sive archive of
playllsts from past music
programs.

calendar:

Consult our schedule before

CA and beyond
S aPresents.
Our favorite

KCRW DJ is spinning.

fringe benefits:

Peruse our complete listing of
member discounts.
newsletters:

Sign up for KCRW's new
weekly e-mail newsletters.
freeway traffic:

Going out or going home, check
the traffic before you hit the
road.

Figure 5: Unrelated links
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users to create a cognitive model of the site, reduce their frustration, and make it easier and quicker for
them to find items that interest them.

Observation 3: Inconsistent implementation of organization structures and
schemes across all pages and sections.

Coupled with the change in structure from the home page (Figure 2) to subsequent pages (Figure 6), the
inconsistent application of functionality, even with a semi-consistent structure, can further confuse the
user. In the ABOUT KCRW section when a link from the sectional content area is selected, the
information in the programming info section is
replaced while the sectional content area remains
static. From other pages both sections are updated, or
the link spawns a new window, or you are taken to Global Navigation
another section of the site and the whole page is
updated.

Another item of note is the inconsistency of graphic
elements on some pages. There are stylistic
differences in the different sections where font type .
and size for elements don’t carry over from one Sectional content
section to another. For example, in the Subscribe to + more
KCRW, About KCRW, & FIND IT sections of the site
the divider element between the middle sections is a
different thickness and style than on other pages,
which seems to imply that there might be a different
functionality available. Depending on which links you
follow, the behavior of the sectional content area and Media Global Nav
programming info areas changes. Player + more

Programming Info

On various pages the collections of links in the section

content area aren’t always consistent. At initial glance, Figure 6: Organization of other pages
they appear to be the same collection from page to

page. However, there are slight variations with some links omitted or added.

Thus, it's difficult to know what to expect from the site, and as such, the user can get lost or confused
quickly as they must construct a new cognitive model for each page they visit. As noted by one user,
“Seems like I've been somewhere before where | found this information.”

Recommendation 3: Propagate structure and scheme through entire site.

Be consistent. By developing and implementing a consistent organization structure and scheme that can
be carried from page to page, users will be able to better utilize the site, and will go from having a
frustrating to a fun experience. And fun is a much more conducive mood to giving money to your favorite
public radio station.
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Labels

Strategic use of labels in a website is key for ease of findability. Labels must describe the context that
they represent in a manner that is meaningful, unambiguous, easy to interpret, and consistent. Equally
important, overuse of labels can impede the user’s ability to find information in a quick and concise way.
Labels are one of the first things that a user notices when visiting a website. They provide the first
impression of the company or organization that the site represents. If labels appear to be scattered
randomly, and without any forethought as to their naming convention, they can leave the user feeling
uneasy about the web site’s quality of service. Well thought out labels connect users to the content of the
site and give them an overall more satisfying experience.

caters to an NPR programming audience and eclectic music listeners. Creating a one-size-fits-all
label taxonomy (if one even exists) does not cater to the specific needs of these different groups. By
conducting an open-ended card sort exercise with a representative sample of these types of users, it
became readily apparent that the current labeling scheme requires modification. Users were unfamiliar
with terms and noticed redundancy in the terms. Additionally, in some areas too much content was
covered by one label, leaving the user wondering how the different subjects within this category were
related. With this in mind, the following observations and recommendations are offered.

Observation 1: Labels are ambiguous and hazy as to their meaning.

SuUnys.

At the KCRW homepage, one of the primary links is titled ¥l sicks:
“Calendar” (Figure 7). This particular link takes the user to a 1P 3
webpage detailing local entertainment events around town.
Additional descriptors in the title, such as “Calendar of
Events”, would be more explanatory as the term “calendar”

Check out our 10x5, a selection
of music handpicked by
KCRW's programming staff.

can represent a timetable, a diary or even a plan. More playlists: : _
confusion is introduced when clicking on “KCRW Presents” at Tap into the extensive archive of
the homepage, which takes the user to a listing of live shows playlists from past music

in L.A., New York, and San Francisco. Other than a change in
location venue, this is really just another type of calendar of
events.

calendar:
Consult our schedule before
ou hit the town.

Recommendation 1: Label naming e R —

conventions need to be more descriptive of with KCRW com Eresenis.
the content that they represent. club picks: -
Don't assume that users will intuitively understand the content Figure 7: Unclear labels

behind “one word” labels. Use additional words to effectively

convey the topic that the label represents. Stay away from words that have more than one meaning. For

instance, in “KCRW Presents”, the term “presents” could be perceived as a noun, perhaps meaning gifts

with KCRW logo'’s that listeners can purchase. Or it can be perceived as a verb, meaning KCRW is going
to introduce some additional material. Effective content labeling will minimize user search time.

Observation 2: Labels aren’t implemented consistently across the site.

Choosing multiple terms to represent the same concept is detrimental to site navigation. Clicking on the
wrong link, due to poor labeling conventions, can

send the consumer down the incorrect path i e e T :

toward their information needs. Additionally, when I o) orw Fionows Subschboedgr‘Renev.r
returning to the site, the customer has a harder — >

time recalling the correct path to take to reach I SUBSCRIBE ON.LINE] (ioin) kerw

their intended destination. Figure 8 shows the

many different words used on the home page to | Subscribe Today! |

enlist visitors to become members. For instance,
clicking on the word “subscribe” at the KCRW site
takes the user to a “membership” webpage, but

Figure 8: Inconsistent labeling

14 of 39



clicking on the word “join” takes the user to a “subscribe” webpage. Both web pages intend to attract new
members, but their inconsistency can cause confusion, resulting in lost revenues for the station as
potential members leave the site in frustration.

Recommendation 2: Create a controlled vocabulary and implement it
reliably across the web site.

Creating a controlled vocabulary will reduce the user’s cognitive processing time to determine the
meaning, or intent, of the terms. Using consistent terminology across the site increases user’s confidence
and ease with the information they are browsing. This can ultimately translate into an increased consumer
membership base once the labeling to subscribe on-line is more predictable.

Observation 3: Labels are not descriptive enough.

In general, labels do not give good “information scent” as to their
subject matter. Because of the diversity of users accessing the
KCRW website, common understandings of labels and their content
cannot be assumed. For instance, a regular listener may be very
familiar with the content behind such label names as “Rare on Air”
and “Morning Becomes Eclectic” (Figure 9). However, the more
casual user may be confused by these unclear names. The content
they represent is not intuitive.

Recommendation 3: Labels need to acquaint

the user to the content they represent.

While this recommendation may seem similar to Recommendation
#1, it differs in that Recommendation #1 was about descriptive
labels that weren’t explanatory enough. This recommendation is
about labels that are actually names that do not attempt to be
descriptive. This lack of information scent leaves the user feeling
tentative about their ability to find the information they seek. This
discomfiture will cause browsers to leave your site in search of a
more understandable one. Additionally, consider grouping labels
into several organization schemes for ease of use by the target Figure 9: Labels not
customer. informative

Observation 4: Same label names navigate to different locations depending
upon the page where they originate.

Clicking on the “Program Grid” link from the homepage takes the user to a site that displays the on-air
weekday schedule at a glance.

o o hom(e) CIR \)\D
arts &
( - R “‘/) music  culture news about kerw
clos(e) - (oin) kerw ‘ |
Listen to KCRW and NPR LIVE:
K(;R"Wnas
Windows Media - ," l t-
MEP3 (broadband only 5 - y
Streaming KCRW's live on-air programming
247
000 A "::omr fEseny L Please visit our other streams: Listen using the lammﬂn
KPS morming hevs Mmagazae begiss a1 3 AM KCRWworldnews or KCRWmusic. Real Hindows
00 AM [/#RE Anes MDALIITS & STeve Miied Listen
000 Am (Mo MP3 Pl
(program schedule)
000 AM |Mec0icg Decomas Colects
Poograssive pop. intemabenal, jazz and classiesl musie. imstudis interviens 20d live
N ber 15
e 15"““’9 s,‘;:’fi’,‘,:"' TG today’s (November 15 ) schedule
go 5 " patr Free Tickets| to KCRW 12:00 AM - 1:00 AM
E Inde Redhead in S World Cafe
48 ® intornet (11/16) Subscribe Today! WiXPN's nationwide world music program.
NostforioatonTothe Pt | today's ( wowsmber 15 ) schedule |

Figure 10: Program Grid navigation from Home Page (left) & News Page (right)
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Clicking on the “Program Grid” link from the news page, however, results in a listing of today’s schedule.
(Figure 10) These examples, seen in Observation 2 from the Organization Section, show a path
inconsistency that affects user recall and increases time and frustration when trying to find the same
information during a future session.

Recommendation 4: Maintain consistent label navigation to minimize
confusion and enhance recall.

Using the same label for two different pages, though the information is related, adds to the users’ overall
confusion. Clarifying the labels will minimize uncertainty all-around.

Observation 5: Labels need to ensure a good first impression.

When first visiting the KCRW website, the amount of information conveyed is overwhelming. Labels
appear in different fonts and colors and sizes throughout the homepage. Strategic placement of labels
appears to be non-existent, and its NPR affiliation is not known until the user scrolls half way down the
page. Instead, flashing labels entreat the user to “volunteer”, “subscribe”, and “join up” before they even
have a good sense of what the site is all about. While trying to make the homepage appear artsy and
eclectic, the flashiness of some content instead makes it appear cluttered and unfocused.

Recommendation 5: Choose the most important labels for the homepage
based on users’ needs and website goals and place them in a strategic and
organized fashion.

The old saying, “Less is more” definitely applies to this web site. Limit the quantity of labels on the
homepage to improve its appearance and promote ease of findability.
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Navigation

The navigation features of a web site should work in harmony with the labels, structure and search
system of a site. Good navigation provides context in a web site environment by offering consistent clues
to the user as to how the overall site is organized. Users should always know where they are and how to
compete their desired tasks, even if they're in the middle of a web site. Displaying key labels at crucial
places and times eases initial and repeated task completion. In addition, flexibility in navigation will
promote user discovery by offering different ways of accessing information. Yet, flexibility must be
balanced with context or else confusion ensues. Well-designed navigation systems promote flexibility and
reinforce structure by integrating global, local, and contextual navigation systems.

kerw.org offers numerous services and varied content to their users. However, a visitor of the site would
have a hard time identifying which links will take them to the services or content they want to access. In
user tests of the site, users were asked if they always knew where they were in the site while performing
their tasks. One user answered “Not at all. | got lost a lot.” When asked about their overall impression of
the site, one tester answered “Scattered. Too random. No pattern.” Users were also asked to perform a
“Navigation Stress Test"®, and 100% of the users failed (see Appendix D). The navigation elements of
kerw.org are a crucial part of the user experience.

Observation 1: Too much information on the home page makes it hard to
for a user to know where to start.
Redundancies in link options and

inconsistencies in presentation and
labeling confuse the organizational
hierarchy. Figure 11 represents all
of the links available from kcrw.org
[homepage]--there are sixty-six.

Recommendation 1:
Eliminate redundancies
in links and group
content into logical,
hierarchical categories.

Same colored squares identi i [ Audi i i News
Same colored squares wentily | st ot [CR e, [ oo f Curnt § coann et W seaco f eas
. T T —
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go tO the eXaCt same “Slmulcast” scribe prorm 1 prgrm 2 prgrm 1 prgrm 2 f§ prgrm 3 prgrm 4 Page
b-simulcast Bl
page or a sub-simulcast page. Blue word W nows on on on - . ,

y Daily Daily . play-
boxes are those which all link to the news [l prarm [ Sertand l Conond Bl s [ ram s | prarm 6 I prarm 7 [ 1P I isis - catencar
same “Subscribe” page or link to i T B 7
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Figure 11: Redundant links have same color

By grouping all the information about online broadcasts or subscribing, kcrw.org can deliver a clearer and
stronger message about these topics. The user can be strategically guided in their navigation of the site.
For example, if the subscription links were consolidated and lead to one page, the user would not have to
choose or decipher which link will take them to the information they want—be it member benefits or how
to become a corporate underwriter.

® From Keith Instone’s 1997 Web Review article, “Stress Test Your Site.” http://keith.instone.org/navstress
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Observation 2: Global navigation links are hard to read and use.

The wide variety of award winning programming and eclectic music presentations are further expressed
in an unconventional graphic design for the site. The striking, bold-colored backgrounds and technical-
looking, but whimsical, wave graphics create a distinctive look. However, these coupled with the
supplementary graphics and flashing items overwhelm the user on the home page. As a result, the global
navigation is not easily identifiable—a considerable problem as a site’s global navigation is a core
element to its usability (see figure 12). Additionally, the selection of terms used as labels for the major

sections could improve.

Jan28 - Feb 7

Now Playing:

KEYWORDS: v | [

monica

Hundreds of Discounts
for KCRW Members

fm_

Figure 12: Confusion in the global navigation

Recommendation 2: Modify the look of global
navigation links.

It is important that kcrw.org maintain its striking design. Also, in all of
our usability tests, users were able to locate the global navigation
links. kcrw.org being a one-of-a-kind resource on the web is aptly
paired with its one-of-a-kind navigation design. However, with some
small changes, the global navigation can serve users better. Steps in
the right direction would be to tone down competing graphic elements
on the rest of the home page; enlarge and modify the font size of the
text links; and consolidate the labels to reflection the major sections
of the site. Our recommendation for new global navigation links are
offered in our wireframe in Appendix I.

Observation 3: Local navigation does not provide
clues about what's available in a particular
section.

Figure 13, local navigation from the “Program Grid” page, identifies
how local navigation rarely relates to the content in a particular
section, nor does it provide complete information about what is
available to users in a particular section. “Club Picks”, “Fringe
Benefits”, and “Newsletters” do not have any direct correlation to the
“Program Grid”. In addition, if local navigation is implemented it
appears below many graphic elements advertising (sometimes
related) special features or services of the site, forcing users to scroll
far down the page to access these links.

#.RW's most requested songd
Weekly Charts:
RW's Top 50 and Top 10 Specia
(World Music,
PM/Electronic/Dance, Jazz) Charts

DJ Picks:
Check out our 10x5, a selection of
music carefully selected by KCRW's
programming staff.
Playlists:
Cull the extensive archive of playlists
from past music programs
Calendar:

Consult our schedule before you hit
the town

Club Picks:
nd out where your favorite KCR
DJs are spinning.
Fringe Benefits:

member discounts.
Newsletters:
gy KCRW's ne

My ewsle

Figure 13: Confusing
local navigation
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Recommendation 3: Include links in the local navigation that provide
information about a section and draw out the subsections of a particular

page.

Limiting links along the left hand side of a page to links that relate to that page’s section will give users
more information about services or events they could take advantage of. Informative local navigation
coupled with simple global navigation will be a powerful tool for . Instead of “happening” upon
gems of content or services, users would be aware of things like member benefits and online broadcasts
by just spending a small amount of time with the site.

Observation 4: Problematic bottom links.

[ KCRW home
[music] [ arts & ¢

[icin now] [ about KCRW )

" } kerw homf@lamnesty intl ) (P edback]
FREE music ) [ arts S TONISRNINENE
[nlﬁﬂlﬂm qrid ] (QQ.M 1 <G R\III]
[find it]) [enline broadcast) [ jein now

[find it] [ studic cam) [ help 7 tools]
o cas [ KCRWworldnews.com ) [ KCRWmusic )
[studio cam ] [help /tools]) @ 2003 KCRW. All rights d [get Real io]
@ 2003 KCRW. All rights reserved. [ get RealAudio ]

Figure 14: Bottom link for Arts & Culture (left) & Program Grid (right)

The bottom links for KCRW'’s site often change from one page to another and sometimes take users off of
the site without any explanation (Figure 14). For example, the bottom links of the “Arts & Culture” main
page include a link to the human rights group, Amnesty International. When a user follows this link, they
go off KCRW's site to the Amnesty International home page, which does not reference KCRW or any
combined program that the two institutions may be participating in. This is highly confusing for users.
Also, the mismatching audio player icons do not instill consistency or unity and may not be displayed
according to an agreement with RealPlayer or Media Player.

Recommendation 4: Mirror global navigation in bottom links.

For greater clarity, each page’s bottom links should be the same. If it is appropriate to link to outside sites,
this should be done in a new window and include an explanation of the relationship between and
the outside site. By presenting partnerships in a focused and consistent manner, they can be fully utilized.
More useful links, like “Contact Us” or “Copyright Information” could be included instead. Additionally,
users will more quickly form a better mental model of the site when they see identical bottom links on
every page.

Observation 5: There is no indication of visited/unvisited links when users
travel throughout the site.

Text colors remain the same regardless of whether users have clicked on a link to a page or not. There is
no record on the web site to show users what pages they have already seen.

Recommendation 5: As is the standard with most web sites, the text of links
changes colors after they have been visited. kcrw.org should conform to
this standard.

This small but major change will assist users to navigate through successfully and reduce user
stress.
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Observation 6: The “Keyword” drop-down menu serves as a site index on

the home page, and local navigation on section front-pages.

On the center of the home page a drop-down menu labeled “Keyword” contains a list of 92 links. Not only
is this list unwieldy, no explanation or context for the links are given.

Recommendation 6: Eliminate the “Keyword” drop-down menu and use a

site index instead.

The Keyword drop-down menu is probably a favorite of long-time users of . It takes them directly
to any program the station offers or any major section of the site directly from the home page. This

method is perhaps popular because actually using global and local navigation to find a desired section is
too hard. Instead of intimidating new users with an outrageously long drop-down menu that may be easy
to maintain but serves the need for a site map poorly, should do the work to develop a site map
or index. The exercise of evaluating the architecture of the site to build a site map or index will assist the
creators of in conceptualizing the overall IA and will result in a coherent and useable expression

of their work.
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Search

Good search is a necessary and important component of a quality website. The KCRW website is
particularly heavy on content like archived shows, news programs and events and could benefit greatly
from improved search functionality. The current search functions support a user finding the shows, but
they do not make it easy. A simple to use, well-formatted and consistent search page would increase the
audience’s participation in and tendency to return to the site. Moreover, creating search zones to
correspond with the different types of information on the pages would help users find results more quickly.

The KCRW website offers users two ways to search their site, a text box in the upper left of the home
page and a separate search page labeled “find it!” The “find it!” page currently offers users several
options including a keyword search box, the ability to search KCRW show archives by program (another
pull-down menu), search on other pages and search on playlists. The user can also limit the search
chronologically or by specific program.

In general, the KCRW search functions do a good job of retrieving current, applicable results. However,
the difficulties lie in their presentation.

Observation 1: Keyword search results are formatted badly, require too

much user cognition to ascertain, and sorting is unclear.

More specifically, the format is similar to other pages throughout the site. There is no clear indication that
the user is viewing search results. At KCRW, a keyword search for George Bush will return a long list of

links/documents that is practically unusable for several
reasons (Figure 15). S P4

CFAnvg T

In particular, the list's chronological order is not apparent
immediately because the user is concentrating on the R priewnn S s s St
results themselves, determining their relevance and o e e o3
applicability. There is no index of the results in the initial
list, and each result has an extended description. The
visual result is paragraphs of text which run together. The
initial list is then followed by a list of results from ‘other 2 o= .
pages’. What ‘other pages’ means, or where they come - B it
from, is unclear. However, they are formatted in a very e e T M o SR S
user-friendly way that looks how we expect search results
to look. To revise a search, users must scroll through the
entire list in order to get to the search function. If a user Shemch rumsits [, sther: pages.

was unaware of this feature, then he would not be able to Documents 1 - 15 of 15 matches. More 7 indicate a better match
correct a failed search. Finally, there are no search tips or
spelling corrections to mend failed searches.

Recommendation 1: Move ‘search again’
function to top of page, make text of -
results obviously different, number e
results, highlight sorting mechanism and
clarify ‘other results’.

Clearer search results will allow users to understand their
returns better, and they will consequently use the search
function more often. The more pages that work well for
users, the more satisfying experience KCRW visitors will
have.

¥ Search show archives

Figure 15: Unwieldy search results
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Observation 2: Default limits on the “find it!” page must remain checked.

From the find it page, the options below “go find it!” are very confusing. The default is two boxes checked,
and search is most successful this way. A search for “Brazilian Girls” nets no results if the boxes are not
checked. If the boxes are checked, the search yields seven results. However, the user has no warning
that the defaults need to stay, so inexperienced users may not know why their searches fail.

Recommendation 2: Insert a statement to advise users to keep the default
boxes checked (or get rid of these options all together).

Comments advising users not to change defaults will help them get better results. With these improved
results, KCRW web users will believe that the site’s search function works well and will have an overall
better experience.

Observation 3: Identical searches from the home page and the “find it!”
page yield dramatically different results.

A keyword search for the group ‘Brazilian Girls’ (Figure 16) from the home page (left) and the “find it!”
page not only look different, but offer different content. Notice the logos at the top of each page as well as
words that appear under the FIND IT! heading on the left, but not on the right. Clearly, the searches have
been accessing different spaces in the database. The only similarity between the two searches is one
program archive and accompanying picture.

ares &

- CFND IT!]

Programs and episodes that match your search
request:

Search results from other pages.

Documents 1 - 6 of 6 matches. More ¥¢'s indicate a
better match,

Yellow_Dug ¥e3rfede
A complex Agure

KCRYW's Tup 50 and Top 10 Specialty Charty Pevx
1 (Teland) 11 PHOENLX (BUY THIS
BRAZILIAN

Y f Sounds Eciectic, host Nic Ha
et LA $30.ht recent raleases from
/1004, G ough Riders, and the latest from

Figure 16: Same search, different starting point, different results

Recommendation 3: Make searches from all starting points return uniform,
useful results.

When it works well, search helps users find information quickly and provides them with a more satisfying
experience. When search fails, users get frustrated and will not return to the page. Users should be able
to expect identical results when entering identical search terms, regardless of the starting point of the
search. The search process should be a seamless, behind-the-scenes process to maximize user
satisfaction.
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Findability: Search Engine Optimization

Findability (we’re using the term to mean search engine optimization) is a measure of how easily a web
site’s content is found by Internet users. For users not familiar with a web site’s offerings, the most
common means of discovering it (second to word-of-mouth) is an information need satisfied with results
from an Internet search engine, Google being the most popular search engine. As Rosenfeld and Morville
state, “users need to be able to find content before they can use it.”” With poor findability, the incredible
content of kcrw.org will most likely go undiscovered by those not aware of the station.®

Observation 1: kcrw.org does not fare well in tests measuring findability
from Internet search engines.

Overture, a commercial online advertising company, offers a free tool that ranks related search terms by
frequencyg. Figure 17 identifies search terms that could be used to find kcrw.org from Internet search
engines. “Online broadcast” scores low compared to “listen live”, “online music” receives more than
double the other two search phrases combined. “Listen live” is the only related term that appears on

KCRW'’s home page.

Searches done in October 2004 __ Searches done in October 2004 |Searches done in October 2004
551 online broadcast 106136 online music
1054

listen to live radio

505 online tv broadcast 26831 free music online
557 listen to It 1l
492 online radio broadcast S50 59: VS pice stanies 20773 listen to music online
485 rush limbaugh listen live
95 online broadcast television 9 15074 watch music video online
432 listen live howard stern
75 online research and broadcast - 13401 listen to free online music
91 listen to live music
75 broadcast online sports i 10121 online music store
316 radlo station listen live
68 broadcast news online 774R music viden anline
245 michael savage listen live
61 world series broadcast online 181 ST 7618 music India online
Isten to debate live
56 online music broadcast 6523 free music video online
172 fox listen live radio sports
56 broadcast nfl online 160 \ ' 5408 sheet music online
Isten to live atc
51 broadcast free online tv T R e 5154 download free music online
sten live talk radio
S0 presidential debate online broadcast 2911 christmas music online
148 listen to the presidential debate live "
43 broadcast fax online o0 R T e 2684 online music radio
X v
35 broadcast cowboy dallas online 2515 buy music online
130 listen to the world series live
34 broadcast free online radio s S e T 2453 free online sheet music
33 broadcast online red sox 18 llstan (e mi 2433 Indian music onlinc
- 2285 classical music online
32 live broadcast online 111 espn radio and listen live e e
32 broadcast online radio sports 102 listen to live like you were dying 2087 e
31 broadcast online yankee 100 listen to astros game live s Szttt
Wi u
29 broadcast christian online 96 listen live radio sports e o o -
27 live online broadcast radio 89 e TN T DIIGWECH MUSIC onine

Figure 17: Search term analysis with results for related terms and number of time terms were
used in the last complete month.

" Rosenfeld and Morville (2002), p. 219
® Until some enlightened soul shares the love.
o http://inventory.overture.com/d/searchinventory/suggestion/
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WordCount', an information visualization experiment shown in Figure 18, presents the 86,800 most
frequently used English words, ranked in order of use. This tool, also free, illustrates “music”, ranked 654,
is a generally more used word than “radio”, ranked 1150. “Internet” is used least with a ranking of 30,525.

Table 1 below illustrates
where appears in
Google search results using
a variety of search terms
and phrases. (Quotes or
capital letters were not
used in the search queries).
The highest scoring phrase
from our test in Overture,
“online music”, does not
produce a link to

in the first five pages of
results. Including more
specific terms about KCRW
programming seems to
help, especially if the terms
relate to genres of music
(e.g. “alternative music
online”) or performers
featured on the home page
(e.g. “Badly Drawn Boy
online music”. Strangely,
KCRW shows up on the
second page of results for
“California public radio”

654
\

B
Internet
30525 30526

»

ar

1150 1151 1152

month¢

6

record anyol

657 658 659
snags
30527 30528
illed peace
1153 1154 155

Figure 18: Results from WordCount searching the terms
a) "music"”, b)"internet", and c)"radio".

when the station is the number one public radio station in California’s number one market.

Search terms

Results in Google

“Online broadcast”

4" page

“Listen live”

Not in first 5 pages

“Online music”

Not in first 5 pages

“Free music online”

Not in first 5 pages

“Alternative music online”

17 page

“Simulcast”

17 page of results

“Internet music”

Not in first 5 pages

“Internet radio”

Not in first 5 pages

“Radio drama online”

Not in first 5 pages

“California public radio”

2" page

“Online news broadcast”

Not in first 5 pages

“Wilco music online”

Not in first 5 pages

“Badly Drawn Boy  online music”

3" page of results

Table 1: Google search result rankings

Recommendation 1: Research
and feature the most popular
search terms (as text, not
images) prominently on the
pages of kcrw.org.

This can be done in the title and header
HTML tags, and often in text descriptions of
KCRW content. By doing so 's
placement in Google and other Internet
search engine results should improve.

By utilizing software (e.g. Live Tracking)
that reveal keywords / search terms used to

find from popular search engines and studying these terms, it is possible to learn how the
outside world conceptualizes the station, how users initially unfamiliar with the station find themselves at
, and gain insight into user’s surfing habits.

While these tools are useful for guiding keyword selection, their results shouldn’t be adopted without
understanding their weaknesses. The Overture tool, for example, gathers data only from search engines
associated with the company and their analysis does not include a distinction between singular and plural
terms. The data for WordCount currently comes from the British National Corpus, a 100-million-word

*10 http://www.fabrica.it/wordcount/main.php
Performance featured on home page, http://www.kcrw.org
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collection of samples of written and spoken language from a wide range of sources. This data is therefore
skewed toward British English and is dated. Because fills a unique niche, it is important to use
these tools only as guides because niche responses are not always accounted for.

Content Inventory and Task Mapping

An inventory and analysis of content on the KCRW site coupled with a good understanding of users will
enable content to be mapped to user needs. Table 2 is an analysis of the current content pieces.

Object Source Format / Metadata*
Structure
Audio file On-air broadcast cgi script Audio File ID
Web-only brdcst runs .ram Interviewee/Performer
Host/DJ file (from Interviewer/Host
database) Program Title
Date

Time

Length
Subject/Keywords
Genre
Description

Press Release Marketing/ Publicity Static html Press Release ID
Title

Date

Time

Author
Subject/Keywords
Web Publish date
Membership Membership xhtml Promotion 1D
Promotion Promotion title
Member benefit
Sponsor

Donation Amount
Date offered

Date rescinded
Subject/Keywords
Playlist On-air broadcast html Playlist ID
Web-only brdcst (database Date

Host/DJ driven?) Show title

Host

Time
Subject/Keywords

Table 2: High-level content map for kcrw.org
(*represents suggested metadata gathering by kcrw.org)

By identifying which aspects of content (metadata) users would search for and which aspects would be
helpful for administration and maintenance of the site, patterns, relationships, and content types emerge.
Content mapped to user needs guide the process of conceptualizing the site’'s searching, labeling,
organization, and navigation systems. In the case of audio files and playlists, these pieces of content are
from the same source, Hosts/DJs. They also both derive from broadcasts. Playlists describe every song
played during a music program. Currently, users can only search and identify archival audio files by
program name. In a relational database, if the Playlist ID is associated with a Program ID in an audio file,
users will then able to identify audio files at the song level. Figure 19 illustrates the high-level interactions
or the task of searching the archives for a program containing a particular song.
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Task:
Find an archived program by
searching for a song played
during the program and listen to it

Find Program

ACCESS POINTS
Artist
Host

Program title
m—r
Date
Time Source of

Length Access Points
Subject/Keywords = Metadata In

Database
Genre

Description
@m Archive Dat@ \J

™
Playlist "
audio
files
- .

\—-——-—“

Select desired program

Select
media
player

play program

S

Figure 19: Task Analysis
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Conclusion: Context, Content, Users

The preceding analysis attempts to capture the context of 's environment, consider the needs of
its users, and leverage the amazing content available at . IA unites context, content, and users.

Users and their needs are key to understanding where to direct priorities and how to frame content. This
strategic use of IA will help to:

1) send a focused message about membership;

2) make users aware of the vast archives of the web site; and
3) offer a valuable and easy-to-use service, which will no doubt help the station meet its goals.
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Appendix B: Competitive Analysis

Bluegrass-
KCRW.org NPR.org KUSC.org KSDS.org WEFUV.org 9
country.org
Easv to use Easy to use,
Q o M ' No graphics, few Basic, colorful. Basic,
E o Graphics do not . . ; . . . ;
S & rohibit use of pictures. informative, Graphics don't informative,
Ia P site easy to use. interfere with easy to use
' use.
) miﬁ%rir?;irgrr:s o Sidebar grouped 1 main section
c N 3 main sections according to -
o Separate sections A ) - plus a sidebar.
= - split by audience topic. w
© Scattered. for news, stories, . . . The
o Hard to tell where you links, archives use. 1 main section 4-5 main Campground”
= ' L Place for e-mail plus a sidebar. sections !
= are. books, music, etc. sian u separated into page distinctly
‘o— Balanced between gn up. shoa/s nor links different and
broad/narrow and - P ' confusing.
concerts.
shallow/deep.
Pull down menu
organized and
E Over-long pull down separated by Generally easy General_ly easy Somewhat easy General_ly easy
] menu serves at site topic to find shows . to f|_nd . to f|_nd . to f|_nd
_cg ma Local stalltion and content information and information and information and
c p. : - ’ content. content. content.
i finder. No site map. . . .
. No site map. No site map. No site map.
Topics and shows
distinctly different.
T Unique and easy Labels are clear, | Some overlap in
Clearly distinguish o
n . to understand. Labels are clear, intuitive and the use of
o Inconsistent, content. Some are intuitive and easy to “Membership”
o overlapping and Unique and - Y Sip”.
3 confusing intuitive particular to easy to understand. Otherwise,
' ' station understand. Separated by unique and
programs. topic in side bar. clear.
Global
Global and local navigation at GIOba.II ar_ld Io_cal Global and local
e navigation in I
= s navigation clearly top, local Global ; navigation
ie) Global navigation s L side bar.
= hard to read. small at top and left navigation found | navigation in left Some alobal clearly at top
k=) changes from’ a0e ’to side. through rollover. sidebar. navi z?tion and left side.
= 9 age pag Navigation bars Navigation No local Not cc)gnsistént Navigation bars
z page. remain consistent remains navigation. not consistent
. from page to h
throughout site. constant 206 throughout site.
throughout site. page.
Search box in
upper left corner.
Help screen with Search options
search for show
Search box in upper capabilities. archives
left corner. Alphabetical or includes name,
= No search No search
5] Separate search keyword or date . ) . ; dates and other
= e option available. | option available. - ! No search
8 page- find it search No show No show fields to fill option available
) Returns uneven capabilities. ; ; Archives search P '
h ) archives. archives.
results depending on Archives page box at upper left
starting point. easy to use, offers of page.
tips to improve Find/Buy it page
search. combined.
Link to “Online
Help Center”.
2 Pointers inundate One main One link from si(?ent()ealrmlke;rg;nto
i . section, leads to | sidebar, leads to ' : 2 pages to join
D user. Different ) : one page with
) a single page one page with ; or support, each
a buttons lead to N/A h ! . consistent, easy . )
. with consistent, consistent, easy with different
= different member to read ) p
) inf " easy to read to read inf ti information.
= information. information. information. information.
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Appendix C: User Evaluation Tool

Users were asked to perform the following tasks while vocalizing their thoughts and actions. These tasks
were observed by team members who recorded their actions, success, and failure. The user testing was
wrapped up with a general survey to capture the user’s thoughts about the site and the tasks.

User Tasks

1: From the Second Presidential Debate page,

(http://kerw.com/cgi-bin/db/kcrw.pl?show_code=ot&air date=10/8/04&tmplt_type=Show)

go to the home page and navigate back to this page without using search or the back/forward browser
buttons.

2: From the Second Presidential Debate page,
(http://www.kcrw.org/cqi-bin/db/kcrw.pl?show_code=ot&air_date=10/8/04&tmplt type=Show) you decide
you want to email the station regarding comments you have about the page. Find the email address for
where you would send your comments.

3: From the home page, (http://www.kcrw.org) find what the benefits are of being a KCRW member?

4: From the home page, (http://www.kcrw.org) you want to listen to news programming.

5: From the home page, (http://www.kcrw.org) find out how to purchase the Sounds Eclectic Too CD.

6: From the ABOUT KCRW page, (http://www.kcrw.org/about/index.html) find the KCRW On-Air
Schedule.

7: From the home page, (http://www.kcrw.orqg) find the most recent Morning Becomes Eclectic show
featuring a live performance from the band Wilco.

8: From the FIND IT page, (http://www.kcrw.org/find/) search for today’s current traffic report.

30 of 39



Appendix D: User Evaluation Results and Summary

Users’ success/failure and completion/incompletion of tasks

Task | User1 User 2 User 3 User 4 Success Failure
# Rate Rate
1 Fail Fail Fail Fail 0% 100%
2 Succeed Succeed Succeed Fail 75% 25%
3 Fail Succeed Succeed Succeed 75% 25%
4 Succeed Succeed Succeed Succeed 100% 0%
5 Suceed Fail Succeed Succeed 75% 25%
6 Fail Succeed Succeed Fail 50% 50%
7 Succeed Succeed Succeed Fail 75% 25%
8 Fail Fail Fail Succeed 25% 75%
Users’ evaluation of tasks
1-Easy, 2- Moderately difficult, 3- Hard to complete, 4- Fun, 5- Frustrating
Task # | User 1 User 2 User 3 User 4
1 Frustrating Frustrating Hard to Hard to
5 5 complete 3 complete 3
2 Easy 1 Easy 1 Easy 1 Frustrating
5
3 Easy 1 Easy 1 Easy 1 Moderately
difficult 2
4 Easy 1 Easy 1 Easy 1 Easy 1
5 Frustrating Frustrating Moderately Moderately
5 5 difficult 2 difficult 2
6 Easy 1 Moderately Easy 1 Easy 1
difficult 2
7 Frustrating Frustrating Moderately Hard to
5 5 difficult 2 complete 3
8 Frustrating Frustrating Frustrating Hard to
5 5 5 complete 3
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User Survey Responses:
la. Did the organization of the site make sense?

No! very poorly done.

No. It's not organized at all.

Not really.

It was more “stylish” than organized.

1b. How was it organized? (by hierarchy, by audience, by programming, by time, not a clue)

Definitely not by audience, no clue, maybe a hierarchy;

Organization appeared Random. Believes it was organized “by audience”.
Not a clue. “There doesn’t seem to be any unifying theme.”

Not a clue, it was kind of hodge-podge.

2. Did the labels provide good/enough information?

No, the page is hard to read because of the graphics, and | couldn't find the things you wanted.
No, plus there were no drop down descriptions.

Some do and some don't. I'd either get to the right place quickly or it took forever.

Yes — once they were found.

3. Did you always know where you were in the site?

No, not at all, sometimes | did, but mostly not. Sometimes, | clicked the wrong button and ended
up not where | wanted to be, which took me somewhere else.

Not at all. | got lost a lot.

No.

Most of the time

4. Did the search feature help you find what you were looking for?

This rarely helped since it gave confusing results and was extremely frustrating.
Not really. The results it pulled were too broad.
No

5. What were your overall impressions of the site?

Poorly done, look is unappealing, too chaotic, too loud (color-wise). It's hard to look at, and | don’t
want to look at it for a long time.

Too complicated and too much information. There is too much to read at one time and too much
on a page. Way too much scrolling. This is the first time I've been to a radio site.

Stylish, packed with info, but not a site | would look at for very long.

Scattered. Too Random. No pattern.
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Appendix E: Card Sort Summary

We created an Excel spreadsheet of easy to cut out cards with which to conduct an Open-ended Card
Sort exercise. There were a total of 36 cards, containing global labels, secondary labels, and labels that
we thought to be troublesome. Each label had an associated number with it, for ease of summarizing the
results once the testing had been completed. Four volunteers were recruited and acquainted with the
website, via review of the first few slides from our mid-term presentation overview. They were then asked
to sort the labels into piles that made sense to them, and to give a subject label to each pile. They were
encouraged to speak out loud during this process, so that we could take notes of their thought processes.
The volunteers were different than the individuals that were utilized for the User Evaluation Tool exercise.

The results were then compiled into an Excel spreadsheet format that listed the label names of the piles,
the card numbers in each pile, and any pertinent comments that were made. Consistently the users
commented that they did not know what the Special Program names were (i.e. Rare on Air), that labels
were redundant, and, in general, expressed confusion about what the labels represented. This feedback
was incorporated into the “Observations” and “Recommendations” for the “Labeling” section of this report.

Following is a manual compilation of the piles, and associated subject labels, that were most consistent
across the results of the user tests. These results were then considered when compiling the
recommended Subject Headings for our proposed KCRW homepage.

Programming About KCRW — Participate
#33 Program Grid #10 Subscribe to KCRW
#22 Today’'s Schedule #11 Volunteer at KCRW
Special Show Offerings # 6 Join KCRW (redundant to #107?)
#34 Which Way L.A. #28 Fringe Benefits

#2 Bookworm

#12 Rare on Air

#8 Morning Becomes Eclectic
#31 Local Programming

About KCRW — General
#1 About KCRW
#18 KCRW e-mail
#35 Santa Monica College

Tool Bar News
z‘l‘f::‘dl it #30 KCRW World News
elp #3 Events, Announcements, New News
#29 Home #9 News
#;5 FA%b K #19 Local & National News Headlines
#25 Feedbac #16 Freeway Traffic
Music 590
#38 DJ F.)'Cks #32 New in the Audio Archive (should this go
z24 \I>AVUSII(<:I ch under Music, News, or both?)
36 eekly Charts #25 Art & Culture (I don'’t think we have any
#36 Top 5 use for this label anymore)
Listen Live On-Line #13 Amnesty International (keep, or leave
#21 On-Line Broadcast out?)

#7 Listen Live on Line 24/7
#23 Studio Cam
#5 Get Real Audio
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Appendix F: Ideal Navigation System

Global Navigation

Where am |? Where can | go?

Local
Navigation

What's nearby?
What's here?

Contextual Navigation
Link 10 other sections of the site

Mirror Global Navigation, Contaci, Copyright

Sitemap

Category1
Sub-category1, Sub-category2, Subcategory3 . . .

Site Index

Guide

Step 1:
Step 2:
Step 3:
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Appendix G: Wireframes of Current Site

Home

Listen Live on-line 24/7

Pres & VP Debates Message
Program Graphic
Program Highlights Message
Program Message
Program Message
Program Graphic
Concert Hall Graphic

6:00 AM-10:00AM

10:00 AM-11:00AM

11:00 AM-12:00PM

2:00 PM-5:00PM

5:00 PM-6:00PM

5:00 PM-9:00PM .
9:00 PM-12:00AM

simulcast - music - worldnews ~ Music  Arts & Culture  News  Program Grid ~ About KCRW
| LOGO |
Subscribe DJ CAM Studio CAM Find It
| KEYWORDS: (see detall on next page)
Contest Graphic Now Playing Event Graphic
Email Graphic Subscribe Link Feature Graphic
Audio Archives Graphic Event Promotion Graphic NPR Graphic
———— Today's Schedule Benefits Graphic
—— Top 5 Message
Events & Announcements DJ Picks Message
Graphic 12:00 AM-3:00AM Playlist Message
3:00 AM-6:00AM Calendar

Event Message
Club Picks Message

Benefits Message
Newsletter Message

Traffic Message
Event Graphic

KCRW home Feedback
Music Arts & Culture News
Program Grid about KCRW
Find It Help/Tools Join Now
Studio Cam KCRWSimulcast

KCRWmusic.com KCRWworldnews.com

RealPlayer Graphic Santa Monica College Get RealAudio
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Special Broadcast

Home / Arts & Culture
LOGO

Music [arrow] News Program Grid  About KCRW

Online Broadcast

Join KCRW
Find It
Speclal Show ( A
Special Broadcast: Second
Sitbaomua GiEphic Presidential Debate
Audio Link
Sounds Eclectic Too CD
Top 5 Description
Weekly Charts . g
DJ Picks Keywords drop menu (see detas)
Playlists
y More Special Show shows
Calendar
Club Picks
Fringe Benefits
Newsletters

Search Speclal Show (with search box)

KCRW home Amnesty Intl Feedback
Music Arts & Culture News
Program Grid about KCRW

Find It online braodcast Join Now

Studio Cam Help/Tools

RealPlayer Graphic Get RealAudio
-
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Arts and Culture

Home LOGO

Music [arrow] News Program Grid About KCRW
Online Broadcast

Join KCRW
Find It
ARTS & CULTURE
Bookworm Graphic
description
Description
Top 5
Weekly Charts -
DJ Picks Keywords drop menu (see detas)
Playlists
Rare on Air Programming OnAir  OnLine Archive
Calendar N
ame
Newsletters time O O O
description
XXXXXXXXXX X X X
XXXXXXXXXX X X X
XXXXXXXXXX X X X
XXXXXXXXXX X X X

KCRW home Amnesty Intl Feedback
Music Arts & Culture News
Program Grid about KCRW
Find It online bracdcast Join Now
Studio Cam Help/Tools
RealPlayer Graphic Get RealAudio
-
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Appendix H: Proposed Site Sections

N

(Program Archives
Music

News

Arts & Culture
search

\ S

Music

Programs

Playlists

Top 5

Weekly Charts

DJ Picks

Buy music

—"

News
Programs

NPR
D

—_—

Arts & Culture
Programs
Community

(Online Broadcasts

Online Music
Online News

Online Simulcast
search

s N
Online Music
Programs
Playlists
search

Online News
Programs
search

Online Simulcast

Programs
search

N —

Promotions

Travel Sweepstakes
Web Only Sweepstakes

Underwriting
Work with KCRW
List of Supporters

(Support the Statien (About KCRW )
Become a member Contact Us
Benefits KCRW Calendar
KCRW store FAQ
Promotions

| Underwriting ! |

(Become a member

Give online Contact Us Staff
Levels of giving : =
matching gifts On-air per?/g?uar:'tt;sr

S —————————————

(Benefits \

Fringe Benefit Card KCRW Calendar
Member-only events Member Only Events
Premiums
(KCRW store i
Music ( A
Apparel
Gifts FAQ
Member only clubs —
Newsmakers i )
DVD Press Fleleagg(s;4
CD
Bookworm 2003, etc
Cookbook  ——
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Appendix |: Proposed Homepage Wireframe

KCRW logo

N

Progr am Scheduie
Music

News online music |
f onkne

Ans & Culture [promonon of on broadcasts) othe Sne
! O the Archives m
(Support the Station A
Become a member A
Benefits

Member only events . :
Member only clubs

Promotions
Underwriting ) Now Playing

Member Benefits DJ CAM
Listen Oniine Calendar of Events

World News KCRW top 5
Online Music Buy music

Simulcast

SEARCH

\

I

\

(Program Archives
Music

News

Arts & Culture

promotion 1
(About KGRW T e —

Press Releases -
Events from the archives 1 featured program promotion 2

Volunteer from the archives 2 1,2, 3 T —
FAQ from the archives 3

bottom knks
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