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Executive Summary

Methodology

A total of eleven one-on-one in-depth usability interviews were conducted with target participants. The interviews were conducted at Greenberg Studio in San Francisco, CA on August 25, 2004 and Greenberg Studio in Berkeley, CA on August 26, 2004. Each interview was approximately one hour and ten minutes in duration. A usability lab was set up for the web site usability testing and an office phone with a speakerphone was used for the phone usability.

Objectives

The objectives for the project were to gain an understanding of the user experience of interacting with the 511 Traffic site and the 511 Driving Timessm feature of the phone service, to gather feedback about the Traffic site and 511 Driving Timessm phone feature in order to determine whether any revisions should be made for the next versions of the site and service, to test the navigation, features, functionally, content, terminology, and general usability of the web site and the phone features, to determine the strengths and weaknesses of the web site and phone features, noting any areas that result in user error or confusion or that are working particularly well, and to gain ideas on potential enhancements to the services.

Findings and Recommendations: Traffic Web Site

Overall, the participants liked the features and functionality of the Traffic site but did feel that it takes some time to learn and that it is somewhat complicated.

Traffic Information

When using both the text and the map to accomplish the task of finding out traffic information, most participants expected to input the starting address and destination address and then expected to be presented with the information specific to the route they input. Once they figured out or were told that the site does not present traffic conditions in that manner, they were generally able to complete the task without difficulty. The participants liked seeing the traffic conditions on the map because they could see their whole route at one time and easily locate any trouble spots. A few participants had difficulty locating the link to the text version of the Traffic Information. However, once they found it, it was clear how to find information in this area of the site. Several noted that they did not like having to search through all of the irrelevant information to find the information that was relevant to their route. Combine the text Traffic Information and text 511 Driving Timessm since the participants expected to input a starting point and destination point anyway and they prefer to see the Traffic Information for a specific route.
511 Driving Timessm 

Map

Many participants liked the idea of using the map to find out about 511 Driving Timessm. However, due to difficulties with the “dots” on the map, some said they would use the text version instead. If the circles had rollover text, however, most would then use the map instead. Several participants commented that they liked being able to see the selected route on the map. The primary difficulties with tasks using this feature were identifying which intersections were represented by which circles, the inability to cancel the destination point, and becoming adept at using the tools to move the view of the map. Use rollover text to show users which exit the circle represents. Include the Tools Help information in the rollover text where the tools are selected, such as, “Click on this tool and then click on the map to zoom out.”
Text

Overall, participants were able to easily use this feature. The primary difficulties with completing tasks using this feature were not finding the San Francisco Airport in the city pull down menu and having to scroll through the long list of cities on the pull down menu. Allow users to type in the field and bring the user to the correct city or public place as the user types in the letters (auto-fill) instead of working only with the first letter. Include local airports and other common public destinations in the pull down menu.
Road Coverage

While they understood the general message, many wondered why some roads are not covered, especially if they are major freeways such as 101. They also wondered if they would be covered in the future and, if so, when they would be covered. Provide more explanation about why certain roads are not covered for 511 Driving Timessm. Consider informing users about what roads will be covered in the future and the order in which they will be covered. 
Findings and Recommendations: Phone

Since all of the participants were familiar with the 511 phone service and had used it in the past, they were able to easily complete the tasks in this study. Overall, the participants were very pleased with the phone service. Their primary complaints revolved around difficulties with the voice activation system, frustration when their route was not covered, and frustration whenever they received routine or extra information other than what they needed at the time.

Voice Activation

During the study, many of the participants had difficulty with the voice activation system. However, this may have been due, in part, to the fact that a speakerphone was used for the study. Many noted that they have experienced some level of difficulty with the voice activation system when using the service outside of the study. There seemed to be more of a problem when participants were asking for an interchange, for the “Next Route,” or another interruption point. Overall, the participants were patient with the system and seemed to accept that there would be an occasional problem with the recognition. If possible, make improvements in the voice activation system’s ability to be interrupted and to recognize different voices even with background noise.

Objectives

The objectives for this project were:

· to gain an understanding of the user experience of interacting with the 511 Traffic site and the Driving Time feature of the phone service,

· to gather feedback about the Traffic site and Driving Time phone feature in order to determine whether any revisions should be made for the next versions of the site and service, 

· to test the navigation, features, functionally, content, terminology, and general usability of the web site and the phone features,

· to determine the strengths and weaknesses of the web site and phone features, noting any areas that result in user error or confusion or that are working particularly well, and

· to gain ideas on potential enhancements to the services.

Research Methodology

Methodology

A total of eleven one-on-one in-depth usability interviews were conducted with target participants. The interviews were conducted at Greenberg Studio in San Francisco, CA on August 25, 2004 and Greenberg Studio in Berkeley, CA on August 26, 2004. Each interview was approximately one hour and ten minutes in duration. Interviews were videotaped and audiotaped for research purposes. A usability lab was set up for the web site usability testing and an office phone with a speakerphone was used for the phone usability.

After a brief introduction, each interview included the following:

· Discussion about current use and experiences with the 511 Traveler Information Service, both phone and web site

· The Web Site Tasks/Discussion: 

· Task: Let’s pretend that you are about to leave your house in San Leandro by the 880-Davis Street Interchange to go to the San Francisco Airport and you are wondering if there are any accidents currently that you might run into on your way. Please show me how you would find this out using this web site. (Then the same task using the map or text, whichever was not used first.)

· Task: Now let’s pretend you would like to find out how long it will take you to get to the San Francisco Airport [THE US 101 AND MILLBRAE EXIT] from your house in San Leandro by the 880-Davis Street Interchange. (Then the same task using the map or text, whichever was not used first.)

· Task: Next I’d like you to get the driving time from Palo Alto, the 101-Embarcadero Road Interchange to Redwood City. (Participants choose the method for completing this task -- the map or the text versions of the Driving Time feature.)

· Task: Could you please show me how you would find out the driving time from San Pablo to the I-80 and I-680 Interchange. (Participants were asked to use the map to complete this task.)

· Participants were engaged in discussion about the information presented on the 511 Traffic home page.

· Exploration of other web site features was included as time allowed. Additional areas of investigation were: left navigation links, bottom navigation links, FAQ, Search, links below the search box, and refresh pull down.

· Discussion about overall feedback and impressions of the Traffic site.

· The Phone Tasks/Discussion: 

· Task: Now please use the 511 phone service to find out how long the drive from San Mateo to Berkeley should be if you left now. You will start from the 101-92 Interchange.

· Task: I would also like you to find out how long it will take you to drive from San Mateo to Berkeley starting from the 280-92 Interchange. Please show me how you would do that.

· Task: Now please pretend you are going to go from San Leandro to the San Francisco Airport, starting from the 880-Davis Street Interchange.

· Next I’d like you to get the driving time from Palo Alto, the 101-Embarcadero Road Interchange to Redwood City.

· Discussion of other phone features was included as time allowed. Additional areas of discussion were: length of time required to obtain information using the service, ability to interrupt, ability to cancel, availability of the touch tone option, and ability to go directly to 511 Driving Timessm from the start of the process.

· Discussion about overall feedback and impressions of the phone service.

Notes: Participants were alternately asked to start by using the phone service and the web site. On August 26, 2004 the participants dialed 817-1717 instead of 511 as the number could not be dialed from the facility. 

Participant Profile

Gender

Male
5

Female
6

Age

25-34
7

35-44
2

45-54
2

Annual Household Income
$21 - 35,000
0

$36 - 50, 000
1

$51 -- 65,000
1

$66 - 80,000
3

$81 - 95,000
1

$96 - 110,000
3

$111 - 125,000
1

$126 - 140,000
0

$141 - 155,000
1

$155,000 or more
0

Previously Used 511.org

Yes
5

No
6

Number of Times Used 511.org

1-2
2

3-5
1

6-10
1

10+
1

Previously Used 511 Phone

Yes
11

No
0

Number of Times Used 511 Phone

1-2
0

3-5
1

6-10
1

10+
9

Phone Used to Access 511

Cell only
6

Land only
0

Both
5

Participants were recruited from a list provided by the MTC through Godbe Research and were recruited to meet the following criteria:

· has used the Traffic features of the 511 phone and/or web service

· commutes by car daily (4-5 days), 20 minutes or more each way

· does not commute by carpool, vanpool or motorcycle

· owns and uses a cell phone

· is comfortable using the Internet and uses the Internet on a regular basis (uses web to look up information, conducts searches or visits web sites a minimum of  two times a week) 

· has regular access to the Internet either at home or at work

· ages 25-54

·  50/50 male/female

· lives in San Francisco 9-County Bay Area

· meets standard security requirements (i.e. does not work for MTC or other transportation organization, research company, web development or design company, etc.)

Research Findings

Caveat

One-on-one interviews are qualitative in nature and intent. Only a small number of interviews are conducted and the participants are not recruited by a random sampling method. The findings should therefore be used as a directional guide only. They may not be statistically representative and they should not be used to project to the market as a whole.

# 1 Web Site: Traffic Conditions

Overview

When using both the text and the map to accomplish the task of finding out traffic information, most participants expected to input the starting address and destination address and then expected to be presented with the information specific to the route they input. Once they figured out or were told that the site does not present traffic conditions in that manner, they were generally able to complete the task without difficulty.

(clicks Traffic Information text link from 511.org home page)

(clicks “Incidents” link in Related Information box)

(clicks “route” header)

(clicks Traffic Information text version in left navigation)

“I’m looking for where I enter the information.”

(scrolling around page; around left side of page)

(clicks Traffic Map in left navigation)

(clicks on San Leandro area on map; got information detail)

“I guess this is it. I can’t find it. I can’t figure out where to put in where I’m leaving from and going to.”

(click: Traffic Information text link)

“This is information. On the phone it’s more convenient, I can just say where I’m going from, to.” 

- Nanette

Estimated Duration

A few participants were confused by the “Estimated Duration” information. They expected it to be the length of time it would take them to complete their route or to make it through the problem area rather than the estimated length of time for the incident. Most, however, understood the term either immediately or after reviewing the information for a moment.

“Is it taking 39 minutes?  Oh, I see, it’s for the duration of the problem. I was thinking it’s driving time.” - Lester


 
Recommendations: 

· Consider changing the text to “Estimated Duration of Incident.”

Map

Overall, participants liked seeing the traffic conditions on the map because they could see their whole route at one time and easily locate any trouble spots. As noted above, many expected to be able to input their starting point and ending point to get the traffic information for their route. Several attempted to click on the map to input the starting and ending points. After realizing that they were not going to input the starting and destination points, the participants were able to work with the map to find the information they needed and they did find it useful.

Most participants looked at the route on the map to get a sense of the traffic conditions and then clicked on the Incident icons for more information. A couple of participants clicked with the Information tool along the route to retrieve information about the route.


 
Recommendations: 

· Consider adding a note informing users that they can view the map for traffic information or input a starting and destination point for 511 Driving Timessm by using the tool.

Icons and Map Colors

The icons and colors used to communicate the incidents, construction, traffic congestion, etc. were clear to the participants. Participants knew to click on the icons for more information and also understood how the show/hide feature works. The Traffic Congestion key was also clear to participants. A couple of participants noticed the pull down menu to change the colors used on the map and thought it was an interesting feature. One participant commented that it would be useful to have arrows on the map showing the direction of the traffic.

Note: During the testing, the icons for the incidents, constructions, etc. occasionally disappeared from the map for a period of time and then reappeared.

The Information

Overall, the information presented on the right side was clear to participants.

Text

A few participants had difficulty locating the link to the text version of the Traffic Information. However, once they found it, it was clear how to find information in this area of the site. Several noted that they did not like having to search through all of the irrelevant information to find the information that was relevant to their route. This is likely related to the expectation that they would first input their starting and destination point and then receive the related traffic information.

“Right now I’m reading all of the incidences, and not just mine, so I had to go look for mine. The freeway I take goes from Livermore to Richmond; so I don’t care about the Richmond side or Livermore side. The phone does that too but I can say Next Incident instead of reading through.” - Trudy


 
Recommendations: 

· Combine the text Traffic Information and text 511 Driving Timessm. Since the participants expected to input a starting point and destination point anyway and they prefer to see the Traffic Information for a specific route, it would likely be more efficient and helpful to users to see both of these together.

· If not combining the two features, consider renaming the Traffic Information link “Traffic Conditions.”

The Information

Overall, the information presented in the table was clear to participants and they knew to click on the link for more information. A couple of participants noted that they did not understand some of the specific wording presented such as “Sigalert” or “Cantilever section.”

“Related Information”

Through use of the area, participants were able to quickly determine that the “incidents,” “events,” and “construction” links are subsets of the “traffic info summary” link. 

While in the text version of Traffic Information, participants seemed to think a general summary was acceptable. However, when they were in the text version of the 511 Driving Timessm, they expected and wanted the information to be relevant to their route and did not want to see a general summary.

Sorting

When asked if they could change the order of the items with in the column, the participants realized that they could click to accomplish this task. A couple of participants sorted the information without being prompted by the moderator.

Web Site: 511 Driving Timessm
Overview

While the map version, and to some degree the text version, of the feature presented some difficulties for users in terms of functionality, participants were very pleased with the concept of the feature and the information presented. Incorporating a few changes to the site could make these features easier to use and would likely greatly improve the user experience. 

Map

Many participants liked the idea of using the map to find out about 511 Driving Timessm. However, due to difficulties with the “dots” on the map, some said they would use the text version instead. If the circles had rollover text, however, most would then use the map instead, unless they happen to prefer text over visual presentations in general. Several participants commented that they liked being able to see the selected route on the map.

The primary difficulties with tasks using this feature were identifying which intersections were represented by which circles, the inability to cancel the destination point, and becoming adept at using the tools to move the view of the map.

“I like the text better. The text gives me where the exit is, versus my guessing.” - Trudy

The Starting Point and Destination Circles

Participants found it difficult to locate the correct “dot” on the map and this made the experience of using the map for 511 Driving Timessm very frustrating. The moderator had to assist the participants in locating the correct circles. The participants commented that rollover text over the circles would greatly improve the experience of using the map to find 511 Driving Timessm. None of the participants zoomed out or in to get a better idea of where the circles were on the map.

Additionally, a few were intimidated by the number of circles on the map at the start of the process and, in a couple of cases, by the proximity of the circles.

Note: During the study there was a problem with a cluster of three circles being close together so that one was often covered and inaccessible. The participants were clicking on the correct circle, but were not presented with the correct intersection.

“The problem I’m having now is that I see the magenta circles, but I don’t know what they say. I don’t know which is closest to SFO. I was hoping that when I roll over them, they would change and would display that (information) there.” Max

(clicked driving time icon)

“You lost me already. This assumes I know which exit to go to on the map. Even if the cursor said where you are….” - Nicole


 
Recommendations: 

· Use rollover (or hover) text to show users which exit the circle represents.

· Ensure that the circles are not too close together to function properly.

Airport and Other Popular Destinations

Several participants commented that popular driving destinations, such as the Oakland and San Francisco airports and major sports stadiums, should be on the map.

“I think SFO is right here, isn’t it? It should say. You’d have Oakland Airport and SF Airport; key destinations. I think that’d be great. (looking at the Map) You could have coliseum and places people go to a lot.” - Wendy


 
Recommendations: 

· Include local airports and other common public destinations on the map.

The Driving Time Tool

Several participants attempted to click on the map to select the starting point without first selecting the Driving Time tool. A couple tried to click on this image of the tool in the right side under “Features help.” All of these participants then selected the tool and continued with the task.

The Other Tools

Overall, the participants were able to use the tools fairly well, after using the tools for some time. However, there was a learning curve and the participants did have some difficulty getting used to using the tools. The moderator did have to assist some participants with using the tools. On the other hand, a couple of participants were able to use the tools immediately and without help from the moderator because they were familiar with using tools in other programs. In general, the icons used for the tools were clear and when they weren’t, the participants used the rollover text to learn about them.

One area of difficulty was in switching tools, though again, the participants were able to successfully switch between tools after using them for some time. A few participants did not notice the tools at all and a few expected to click on the tool and have it work automatically (i.e. click on the zoom in tool and the map would automatically zoom in). One participant attempted to click to select a tool and then click it again to deselect the tool. 

In terms of changing the view of the map, many participants noted that they would like arrows on the map to move the view (similar to MapQuest) or that they would like a scroll bar. Many participants clicked on the arrow on the inset “Overview” map expecting it to move the view up rather than hide the map. They then used the inset “Overview” map to change the view. Though they were able to successfully complete the task this way, it is not the most precise way of changing the map view. Also, one participant was frustrated because she expected to click on the map and go to the middle of the red square viewer in the Overview map instead of going to the top of the red square. None of the participants used the zoom in tool to draw an area of the map, though they did click on it. One participant believed that anything she could not see was “out of range.”

“Now I’m still on my magnifying mode. Now I have to get out of magnifying mode.

(clicks in wrong place and has to start over; gets to zoomed out Fairfield area)

“When I click again it’s going to draw me out again.”

[You have to go back and select the tool.] - Trudy

“I use MapQuest a lot and usually you don’t have to pick a tool to navigate on the map. If I use this I keep zooming in which is OK depending on what you want to accomplish. I keep zooming in and now I’m getting screwed up. It’s not as easy as MapQuest.”

(clicking on zoom out tool and clicking)

“I’m trying to get back out to where I was.” - Louise

(looking around site, puzzled)

“I’m trying to figure out to adjust map so I can go farther up.”

(clicks car to start over; sees map tools and clicks on Zoom In, but nothing happening.)

(clicks on re-center tool, nothing happens, then goes to map and is able to re-center.) - Jeff


 
Recommendations: 

· Include the Tools Help information in the rollover text where the tools are selected, such as, “Click on this tool and then click on the map to zoom out.”

· Consider adding text at the top of the map informing users to use the tools to move the map view and see what is not currently displayed.

· Include information in the Map Tools Help about switching between tools.

· Consider moving the Overview map down a little so it is not aligned with the top of the map. This may help users understand that it is not a navigation arrow and may also discourage using the map as the method of changing the view.

· Allow users to move the Overview map.

· Consider including arrows for simple view maneuvering while keeping the tools for more advanced users or for less advanced users to use after they become familiar with the site.

The Features Help and Map Tools Help

Most participants did not use the Features or Tools Help. A couple stated that they were not very noticeable because they are on the right side and the tools themselves are on the left side. Additionally, one participant commented that the Help is not always present and that when she had selected the Driving Time tool it disappeared and this is when she needed it in order to change the view of the map. One participant suggested putting the Help information in the hover text instead of in a separate location or offering the Help on the left side as well, near where the Tools are located.

“I’m using the right hand stuff; I don’t think of left hand things as part of my site.” - Karin


 
Recommendations: 

· If the Map Tools Help information is not all included in the rollover text on each tool, provide the user with the Map Tools Help on the right side at all times. (Do not eliminate the Help when the Driving Time tool, or Information tool, is selected and in use.) 

· If the Map Tools Help Information is included in the rollover text for each tool, consider eliminating the Map Tools Help from the right side. Continue to provide the Features Help on the right side and perhaps and overview of how tools work in general (need to select the tool, etc.).

Canceling the Driving Time Calculation

Some participants did not see the “Cancel driving time calculation” link and clicked the Driving Time tool to start again when they did not select the correct starting point circle. Additionally, participants looked for a way to cancel the destination point selection instead of having to start again after inputting a correct starting point but an incorrect destination point. When they did not see a way to cancel, they selected the tool and started again, with some frustration. And finally, one participant noted that when she cancelled the starting point she had to select the Driving Time tool again and she would have preferred staying in that mode.

“Is there any way to go back to change the destination? I guess I’ll start over again.” - Rene

“I can’t figure out how to go back. I want to change... I want to go back to change the starting point….”

(looking at all feature/tools; clicked on refresh map)

“How do you get back to change it?” - Lester

“You’re looking over here on tools and it’s counterintuitive to look over on the other side. I’m looking over here (left) for way to cancel.… Maybe having it in both places. I was initially thinking there must be a cancel tool; so I was looking over there.” - Louise


 
Recommendations: 

· Find a way to make the cancel link more obvious, such as making it a button.

· Provide users with a way to cancel the starting point and the destination point without starting again from the beginning.

· Consider allowing the user to cancel the starting point without making him/her select the Driving Tool again. (e.g. canceling only the circle that was selected not the entire Driving Time calculation)

· Consider adding an additional cancel option on the left side by the tools. 

· Consider allowing the user to cancel other actions as well.

Alternate Routes

Most participants were pleased to see that they were presented with two routes. A few did not understand the need for having any more than the fastest route presented. Nearly all participants saw the link to access the other route, though a couple thought it should be more obvious. A couple stated that they would like to always see the fastest route labeled as Route A and presented first, rather than the route with the shortest mileage.


 
Recommendations: 

· Use Route A for the fastest route rather than the route with the shortest mileage.

· Consider ways to highlight the two or more routes that are presented, such as, using different spacing, using different fonts, or using a different color treatment.

Roads Not Covered

Participants generally understood the message and understood that the data was not available. However, they were confused about why they were not covered. (See “Other” section below for more information about Road Coverage.)

More Information

The participants knew to click the link for more information and generally found the information helpful. They liked that they could see the information in both the text or map format in this area. A couple did not realize that they would see the information for both routes if they clicked on the “more information” link.


 
Recommendations: 

· Since the participants liked seeing the text information and expected to see traffic conditions information related to their route, include traffic conditions for the route in the small pop up window with the text information.

· Consider including the mileage for each portion of the route listed in the table.

Text

Overall, participants were able to easily use this feature. They did have difficulty completing the task of going to the San Francisco Airport, however, because the airport is not in the pull down menu and most did not know the city or intersection where it is located. Several noted that the text version is easier to use than the map version since the circles on the map are so difficult to identify. They also noted that they liked being able to easily find the specific intersection on the pull down menu. A couple thought there were too many steps involved, but most found it to be easy to use overall. 

The primary difficulties with completing tasks using this feature were not finding the San Francisco Airport in the city pull down menu and having to scroll through the long list of cities on the pull down menu.

The City and Intersection Pull Down Menus

It was immediately clear to participants how to use the pull down menus. However, several noted that the list of cities is very long and therefore the user should be able to type the city in the field. They would like to be able to input the first few letters and be taken to the correct part of the list. A couple of participants tried this and were brought to whatever letter they last input. A couple of participants input the first letter and were brought closer to the desired place on the list.


 
Recommendations: 

· Allow users to type in the field and bring the user to the correct city or public place as the user types in the letters (auto-fill) instead of working only with the first letter.

· Include text in the input field to let the user know he/she should type in the field instead of defaulting to the first city on the list. (i.e. “Type starting or destination point”)

Airport and Other Popular Destinations

Several participants commented that popular driving destinations, such as the Oakland and San Francisco airports and major sports stadiums, should be on the pull down list. Participants looked for the airport in the city pull down and when they did not see it, they went to whatever city they thought the airport was in (San Francisco, South San Francisco, etc.) and looked in the intersection pull down. When they did not find it there either, they did not know how to complete the task. With the moderator’s help in terms of finding the correct exit, the participants were able to complete the task.

“It’d be nice if you could just type in San Francisco Airport, like on MapQuest.” - Wendy


 
Recommendations: 

· Include local airports and other common public destinations in the pull down menu.

The Results Information

The results information presented in the text tables was clear to participants and viewed as helpful.

Alternate Routes

Once again, most participants were pleased to see that they were presented with two routes. A few did not understand the need for having any more than the fastest route presented. A couple stated that they would like the fastest route to be labeled as Route A and presented first, rather than the route with the shortest mileage being presented first.

“Will Trip A always be the shorter distance?”

[What is your preference?]

“I don’t care about mileage; I want the fastest road.” - Trudy


 
Recommendations: 

· Label the fastest route “Route A” and present it to users first.

Related Information

The participants expected to find information here directly related to the route they had input and were disappointed to see the information for all of the routes when they clicked on this link. As noted above, they expected this area to include information specific to an input route when they fist came to the area looking for traffic information. When they came to the area from within the 511 Driving Timessm feature, the expectation was even stronger because they had input a specific route and because of the header “Related” information. Additionally, this expectation was likely influenced by the phone service experience. 

“It’d be nice if it told you just the incidents in the path you’re going for. Wouldn’t you?  Why would you want to know everything else?” - Wendy

“I assume it will break it down on both Trips.”

(click on traffic info summary)

“We’re back on listing of incidents. Because it says ‘related information,’ I expected it would say by Trips.” - Max

“I’m a little confused. These are not on my route.” Rene


 
Recommendations: 

· As noted above, combine the text Traffic Information and text 511 Driving Timessm. Since the participants expected to input a starting point and destination point anyway and they prefer to see the Traffic Information for a specific route, it would likely be more efficient and helpful to users to see both of these together.

· If not combing the two features, present traffic conditions specific to the route in the 511 Driving Timessm area.

Roads Not Covered

A couple of participants noticed the miles listed when they input a route that included an uncovered road. They took a quick look at the results and thought that the mileage was the driving time and then were confused by the message. (For more information about Road Coverage, see the “Web Site: Other” section below.)


 
Recommendations: 

· Consider letting the user know that the road is not covered by writing the message in the space where the minutes would go. Continue to have the note about finding out what roads are covered, but separate it from the message about the specific route not being covered.

· Instead of providing users with the message, “We no longer have a valid estimate for this route,” provide a more general statement such as “We do not have a valid estimate for this route because it is not yet covered” or other text that makes it clear it is not available now but will be in the future.

Map Link

One participant noted that she would like a link to a map on the results page so she could view a map after seeing the text information.

“I want a button (next to Trip A:) that shoots me to a map.” - Nicole


 
Recommendations: 

· Similar to the way text information is currently provided along with the map, include a link to a map of the route in the text area as well.

Mileage for Each Highway

One participant suggested including the mileage for each highway on the route, similar to MapQuest or Yahoo Maps.


 
Recommendations: 

· If possible, include the mileage for each portion of the route in the table of information.

Organization of Information

One participant noted that the steps in the 511 Driving Timessm text are not as clearly marked as he would like them to be. For example, he requested that the pages have headers for “Origin,” “Destination,” and “Results.” He also noted that he would prefer that the results be presented using two different colors. Another participant stated that “titles” would be helpful when looking at the results so she could easily see the difference between the two (or more) routes presented.


 
Recommendations: 

· Consider separating the note about roads that are not covered from the step 1 and step 2 descriptors.

· Consider making the Step 1 and Step 2 descriptors more obvious by simplifying them; “Step 1: Select Origin” and “Step 2: Select Destination.” (See example below.)

Example:

Step 1: Select origin

Note: Some cities are along roadways where we do not have 511 Driving Timessm. Click here for data coverage.

· On the Step 2 page, use “Origin” instead of “from” to maintain consistency of language.

· Consider changing it to: “Trip A: I-880 S, CA-92 W, US 101N” and then on a separate line “Estimated Time: 27 Minutes” and on a third line “Mileage: 27.3 miles.”

# 2 Web Site: Traffic Home Page

Overview

Most of the participants went to the Traffic Home Page only when asked to do so by the moderator. Once there, they seemed satisfied with what they found, even if they did not anticipate using the Traffic Home Page themselves because they would go directly to 511 Driving Timessm or Traffic Information. The Traffic Messages were the most popular feature on the page with the participants in this study.

Popular 511 Driving Timessm
This information was clear to participants. Though the participants appreciated the availability of the Popular 511 Driving Timessm and understood why it is included, few thought it would be particularly useful for them. The reason for this is that the routes they need information about are not covered or only part of the route is covered. 

[What is the Popular Driving Times?]

“The main roads. What you hear on the radio. Not helpful on the way to work; I don’t want to turn on computer in the morning.”

[If you were to use it, does it have info you want?]

“I don’t use those bridges on my way to work; maybe on my way home. My commute doesn’t include those routes.” - Karin

The Map

Some participants stated that the map is too small or that they would prefer to see the map used for the Traffic Conditions. They did understand that the map is shown in real time.

Traffic Messages

Several participants did not realize that they could click on the “Traffic Messages” link. These participants thought that only the high priority information was available. Overall, participants found this information useful and liked being able to access it.

“I wouldn’t know so wouldn’t click on it. (clicks on it and reads) It’s the same thing as on the phone. They’ll give you if Giants are playing….” - Jeff


 
Recommendations: 

· Space permitting, discontinue using the “Traffic Messages” link and use it as a header instead. List all messages on the front page under the header, organized by High Priority and Low Priority messages.

Search

None of the participants used the Search box to complete a task, though a couple did discuss or use the feature when talking about the feature with the moderator. It was not immediately clear to them why they would need to use the search feature.

# 3 Web Site: Other

Road Coverage

Some participants did not understand why they were presented with this information. They did understand the general message, but many wondered why some roads are not covered, especially if they are major freeways such as 101. They also wondered if they would be covered in the future and, if so, when they would be covered. Additionally, a few participants found the wording itself unclear. 

Several participants looked at the information about what roads are covered, either on their own or because they were prompted to do so by the moderator, but a few stated that they are not interested in what is covered if their road is not covered. Those who reviewed the information found it clear, but wanted to know what roads would be covered in the future and the timeline for the future coverage. One participant noted that she would like to see information about roads that are covered for Traffic Conditions as well.

“I would prefer not to have to click (on coverage). I don’t want to read too much on web site. I don’t care what road is included if my road isn’t.” - Karin


 
Recommendations: 

· Consider informing users about what roads will be covered in the future and the order in which they will be covered. If known, include a timeline as well.

· Provide more explanation about why certain roads are not covered for 511 Driving Timessm and also that they may be covered for Traffic Conditions.

· Consider including coverage information for the Traffic Conditions as well.

The Pop Up Windows

The pop up windows presented problems for several participants. In a couple of cases, a window would pop up without the participant clicking on it, causing some confusion when the participant found him/herself on a different page. A couple of others became confused about which window they should select from the bottom of the browser. One participant had a strong dislike of pop up windows as she finds them “annoying.” However, the windows did not seem to present a problem for her in terms of use. A few participants commented that they did not like the windows because then there is no “Back” button (something that many users rely on when using a web site). The participants seemed to work well with the small windows with the text information in the 511 Driving Timessm map feature; the confusion was with the pop up windows from the different main links/features.

“Can I go back? I expect a “Back” button (in top left corner). - Karin

“I don’t like that. Now there are three windows open. I don’t like that. It’s messy. I’d have 20 windows open.” - Nicole


 
Recommendations: 

· Avoid the use of pop-up windows as they can be confusing and/or frustrating to users.

Refresh Rate

The participants understood that the information was being refreshed because it is live data. When asked if they could change the refresh rate, most easily found the pull down for changing the rate. 

It is interesting to note that the participants seemed to have a great deal of trust in the information presented to them by the 511 Traveler Information Service both on the phone and on the web site. They generally believe the information is timely and accurate. However, a few did note that they have called 511 when in a slow down and it was not covered yet.

[Why did it do that?]

“Oh, it updated.  It updated from the last time.  Just in case something new happened.”

[Does it change how often it does that?]

“Every 5 or 10 minutes. Oh, so I see the rates (map refresh rate drop down).” - Jeff

“I’ve never doubted that info I got from 511 is not current. It doesn’t seem stale to me.” - Trudy

FAQ

The participants could find the FAQ link when asked about it, but did not go to it on their own. Some reported that they do not usually find FAQ helpful and therefore they do not review the FAQ. A few participants read through the FAQ and reported that it looks clear and has the information they would need. One participant clicked on it and was brought down the page quite far. She stated that the FAQ link should always bring the user to the Table of Contents so the user can see what is available and the user knows where he/she is within the FAQ.


 
Recommendations: 

· Unless providing contextual information, always bring the user to the Table of Contents when he/she clicks on the FAQ/User Guide link.

Left Navigation Links

Participants were able to successfully use the left navigation links to accomplish the tasks. A few links were less obvious to the participants, though it did not present a problem in terms of task completion. These links were 511 Driving Timessm Coverage, and Traffic Partners. One participant clicked on “Skip Navigation” and, even after reading the explanation, did not understand what it is. As noted above, the “Traffic Information” link was not immediately clear to a few participants.

Bottom Navigation Links

A couple of participants used the bottom links, but most did not.

Ability to Personalize

A couple of participants noted that it would be nice if the site could be personalized so that typical routes would already be entered and could be selected. 


 
Recommendations: 

· Consider providing users with the option to set up a number of personal routes that are used regularly. 

· Consider allowing users to set a default route as their 511.org home page.

Comparison to 511 Phone

The participants sometimes compared the web site to the phone service and expected it to behave in the same way. For example, they expected to input their route and then get traffic conditions specific to that route. This is likely due to the fact that they were more familiar with the phone where they can input a city of “hot spot.”

“I’m looking for where I enter my address and enter the other address, because that’s what I’m used to.” 

- Karin


 
Recommendations: 

· Wherever possible, make the experience of using the Traffic web site and the Traffic features of the phone similar.

Comparison to MapQuest

It is interesting to note that many participants compared the site to MapQuest. They expected the 511 Driving Timesm feature to work similarly to MapQuest since that is what they are used to using. It seems that the ideal for some would be MapQuest with actual driving times. They value the directions and familiar interface offered by MapQuest and they value the accurate driving time information from 511.org.

“I’ve used the MapQuest. Or I go to Expedia if I’m going out of town. So it’s familiar to me.” - Jeff

“If I know (where) I’m going to start from and I click on destination, shouldn’t it give me a route? You know, like MapQuest.” - Trudy


 
Recommendations: 

· Whenever appropriate and possible, follow the norms set by MapQuest and other mapping sites.

Phone: 511 Driving Timessm
Overview

Since all of the participants were familiar with the 511 phone service and had used it in the past, they were able to easily complete the tasks in this study. Many made comments about the experience of using the phone service on their own in addition to comments made about using the service during the study. 

Overall, the participants were very pleased with the phone service. Their primary complaints revolved around difficulties with the voice activation system, frustration when their route was not covered, and frustration whenever they received routine or extra information other than what they needed at the time.

511 Driving Timessm
Some participants had not used this feature prior to the study, even though they had used the 511 service for Traffic Conditions. They were generally pleased with the feature and most expected to use it again in the future. A few participants noted that they found the information about the current speed of traffic particularly helpful. They used it to help them decide what route to take or whether or not to leave later to wait for the traffic to improve.

Some participants attempted to say the city and interchange instead of one or the other and the voice activation system did not recognize what they were saying.

A couple of participants stated that “Traffic” is one option and “Driving Times” should be another option on the Main Menu since it is different from traffic, which they associated with traffic conditions.

“I’ve never used it for Driving Times; maybe because I started using before they had Driving Times. I liked it.  It was a lot of information coming at me at one time. I would definitely use that in the future.” - Karin


 
Recommendations: 

· If possible, allow users to say both the city and interchange.

Alternate Routes

Participants liked being presented with more than one route when there was one and also appreciated hearing both the route and the traffic conditions so they could then decide the best route to take. A couple of participants stated that they would like to hear the fastest route first.

One participant commented that it would be nice if the routes were stated more slowly and maybe even repeated to make certain the caller got the information.

“I like to hear all the incidents. It helps me decide what to take. If he says 35 mph, that’s not bad, but if its 

0-35, that’s bad.” - Nanette


 
Recommendations: 

· Present the fastest route first to users.

# 4 Phone: Other

Voice Activation

During the study, many of the participants had difficulty with the voice activation system. However, this may have been due, in part, to the fact that a speakerphone was used for the study.

Many noted that they have experienced some level of difficulty with the voice activation system when using the service outside of the study. A couple of these participants reported extensive difficulties and the other reported only occasional problems. There seemed to be more of a problem when participants were asking for an interchange, for the “Next Route,” or another interruption point. Also, a few mention that sometimes the system does not recognize what they say when there is background noise such as having the car window down or having music on in the car.

Overall, the participants were patient with the system and seemed to accept that there would be an occasional problem with the recognition. However, it was frustrating to participants when they asked for a specific interchange and the system did not recognize it and later the system informed them that they could ask for an interchange directly. A few participants avoid stating the interchange because they expect the system to have difficulty recognizing it due to past experience.

It is interesting to note that one participant noted that she likes the voice and now that she knows it, she finds it comforting. She will even call the service just to talk when she is lonely on the road.


 
Recommendations: 

· If possible, make improvements in the voice activation system’s ability to be interrupted and to recognize different voices even with background noise.

Roads Not Covered

Similar to the web site, participants were frustrated when the route they asked for was not covered. They did not understand why some major roads would not be covered or why a part of the road would not be covered. Additionally, several knew they could get traffic conditions information about a road that they were then told they could not get a driving time for and they found this puzzling and frustrating. Only one participant asked for “Help” to find out about the covered roads and the voice activation system did not acknowledge the request. The others did not ask for Help. Another participant expressed frustration when the system referred to the web site on the phone. He stated that if he is on the phone he does not have access to the web site and does not want to be sent there.

“I hate when that happens. When part of the roads, when the roads are not part of their thing. As soon as they said that, I was like aaaargh.”

[Do you know which are covered?]

“Generally, from experience.”

[Can you find out from phone service?]

“I know there’s an option you can press.” - Nanette

“… on the phone, the answer was always that they didn’t have information yet on those highways. I was trying 80 and 101, how can you offer service and 80 and 101 doesn’t work? I tried the trips and they give you the times, and it would never give me the time. It would only give me directions.” - Max


 
Recommendations: 

· Consider providing a little more information about the coverage, such as why some roads are not covered and, if possible, which part of the route is not covered and whether or not it will be covered in the future. Ensure that the revised message is still as short as possible.

Touch-tone

Only a couple of participants knew, either from the study or from other times using the service, that there is a touch-tone option. Once discussed, many noted that they would not use the touch-tone option anyway since they use it when they are driving and would not want to have to look for the numbers on the number pad. However, one participant used the touch tone feature to get to 511 Driving Timessm and then used the voice activation feature. He has had trouble in the past with the voice activation system not recognizing what he says so he uses touch-tone whenever convenient.

[Does system use touch-tone as well?]

“I don’t know. I like it because it’s voice because I’m in the car on the phone. It helps me to drive safer. But if I were a passenger, I could use the touch-tone.” - Karin

Interrupting

Participants knew that they could interrupt and did so frequently. Occasionally the voice activation system would not allow the interruption, so the participants waited for a break and then asked for what they wanted. 

It is interesting to note that a couple of the female participants remarked that they feel uncomfortable interrupting the voice activation system. To these participants, interrupting seems rude, even with the system and not a person. One of these participants commented that the “machine” should tell you that you can interrupt, showing she did not recall hearing that message.

On a related note, one participant was irritated when the voice told her she could say an interchange without saying the city first. She was especially frustrated because she had attempted to do just that and she thought of it as the system “correcting” her.

“I think you can interrupt but I think we are raised to be polite. So I wait. But sometimes I find myself waiting not to be rude. But it’s a machine. It might be nice to say that you can interrupt. Maybe there are people who don’t know that you can do that.  It can expedite the process.” 

- Wendy

[How do you know you can interrupt or say 101/92?]

“Trial and error. I use it a lot.” - Nanette

Canceling Selection and Starting Again

The participants knew that they could cancel their selection by saying “Main Menu” or “Stop” and several did so at some point in the study.

Speed of Getting Information

Overall, the participants reported that they are satisfied with the speed at which they can retrieve information. Several noted that they want to get the information as quickly as possible. There was, however, some frustration about hearing information repeated when they use the service frequently. For example, hearing about ongoing construction or hearing about how they can state the intersection directly without saying the city first if they would like to do so. Additionally, one participant suggested that instead of repeating the information, the system should start supplying the information and the user could say “No” if it was not correct. On the other hand, one participant noted that it is comforting to her when the system repeats what she says.

“These (Traffic Message on the web site) are the annoying messages on the phone that won’t let me skip around it. Those who use on regular basis are tired of hearing some of these warnings.”

 - Trudy

“… I already know that. If you listen more than once a day you have to hear that about the bridge... You can’t NEXT yourself through that.” - Nicole

# 5 Overall Reaction

Web Site

Overall, the participants liked the features and functionality of the Traffic site but did feel that it takes some time to learn and that it is somewhat complicated. The primary difficulties or complaints were about the lack of rollover text informing the user about which exit the circle represented on Driving Time map circles, the tools, and the route involving uncovered roads.

Participants noted that they especially liked viewing the map and that they found it useful to get a quick overview or to help if you do not know the area well. They also liked the fact that the site offers information in real time.

Participants noted that they would use the web site when they have time to do so or when they want to know the driving time or best route before leaving the house. Often they use 511 because they are in route and see a slow down and in this case they would use the phone service instead. Several mentioned that the phone seemed faster and easier than the web site.

“I probably would use it. I will use it.  Before I leave to check. You can kind of play around with it. Visually you can see alternate routes. The map version would be better if it would tell you want you’re point at.”

[How would you use it? Driving time? Traffic info?]

“Both.” - Lester

[What is your favorite thing about the site?]

“That it’s real time. That’s a great service.” - Louise

Phone

Many participants reported that they call 511 when they are driving and see a slow down. A few call before they leave to determine their route or how much time they will need for their trip. Participants appreciate the access to real time information. After using the Driving Time feature, the participants tended to be enthusiastic about it and planned to use it in the future.

In terms of frustrations with the phone service, in addition to the problems with the voice recognition system, a couple noted that they sometimes call when they see a slow down or an accident and the service still says it is clear or construction is not included. One commented that sometimes when she calls the service is busy and she has to call again. Another participant was frustrated because he does not get information about events such as ball games when he calls 511. And finally, a couple of participants stated that often they call, they get a message about the roads not being covered.

“I’m usually driving, trying to find out what’s going on. Sometimes I’m rushing and finding a better route, or also to figure how long it will take me.” - Nannette

“Sometimes frustrated that I know there’s a slowdown, and it’s not on there on site or phone. That can be frustrating. - Cody

“… I love it. I learned that I can interrupt him. I love the voice. It’s a comfortable voice. I like that he explains everything.” - Karin
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Appendix A: Screening Questionnaire

511 WEB AND PHONE USABILITY RECRUITING OUTLINE:

· has used the Traffic features of the 511 phone and/or web service

· mix of those who are more and less experienced users of 511 (web and phone)

· commute by car daily (4-5 days), 20 minutes or more each way

· commutes on specific routes listed

· do not commute by carpool, vanpool or motorcycle

· own and use a cell phone

· is comfortable using the Internet and uses the Internet on a regular basis (uses web to look up information, conducts searches or visits web sites a minimum of two times a week) 

· has regular access to the Internet either at home or at work

· record if they have been to 511.org

· ages 25-54

· 50/50 male/female

· lives in San Francisco 9-County Bay Area

· meets standard security requirements (i.e. does not work for MTC or other transportation organization, research company, web development or design company, etc.)

· no very heavy accents

· bring glasses if need them

· has not participated in any in-person 511 research

· has not participated in research study in last 6 months

INTERVIEWS TO BE CONDUCTED AT GREENBERG QUALITATIVE RESEARCH IN SAN FRANCISCO AND BERKELEY (ONE DAY IN EACH LOCATION)

Recruit 6 participants and 3 floaters for each day of this two-day study, for a total of 12 participants and 6 floaters. Each floater to cover 2 time slots. Recruit from the list provided.

SCREENING QUESTIONNAIRE: 511 web and phone usability

Participant Name ___________________________________________

Address ___________________________________________________

Phone ____________________________________________________

Recruiter’s Name _____________________________________

Hello, I'm ____________ from Greenberg Qualitative Research, a market research firm in Berkeley. We’re conducting a study about the 511 traveler information service on behalf of MTC (IF NEEDED: the Metropolitan Transportation Commission) (MTC) is a public agency responsible for transportation planning in the 9-county San Francisco Bay area and are seeking opinions. During the summer you participated in a survey on the 511 phone service and you indicated that you would be interested in participating in future research with MTC.  I’d like to ask a few questions and may invite you to participate in an in-person interview. May I ask you a few questions?

1. Do you work, or does any member of your household currently work, or have they worked in the past, in the following types of companies or professions:










YES
NO
a) advertising, marketing, marketing research

    or public relations?






[  ]
[  ]

b) a company that designs or develops web

    sites








[  ]
[  ]

c) a company that designs or develops phone

    menus or phone services





[  ]
[  ]

d) a public transportation agency/organization


[  ]
[  ]

IF YES TO ANY OF THE ABOVE, SKIP TO Q22

2. Do you use a screen reader or other assistive device when using the Internet?

a) Yes

[  ] SKIP TO Q22

b) No

[  ] CONTINUE

3. Have you participated in any in-person market research studies regarding the 511 phone or web traveler information service?

a) Yes

[  ] SKIP TO Q22

b) No

[  ] CONTINUE

4. Have you participated in any in-person market research studies at all in the past six months? (INCLUDES FOCUS GROUPS, IDIS, ETHNOGRAPHIES, ETC.)

a) Yes

[  ] SKIP TO Q22

b) No

[  ] CONTINUE

5a. Have you ever used the Traffic features on the 511.org web site? By this I mean, have you accessed traffic information or driving times using the 511.org web site?

a) Yes

[  ] CONTINUE

b) No

[  ] SKIP TO Q6A

5b. How many times have you accessed the Traffic Features on the 511.org web site?


a) one or two times

[  ]


b) 3-5 times


[  ]


c) 6-10 times


[  ]


d) more than 10 times

[  ]


RECRUIT A MIX

6a. Have you ever used the Traffic features of the 511 traveler information phone service? By this I mean, have you accessed traffic information or driving times using the 511 phone service?

a) Yes

[  ] CONTINUE

b) No

[  ] SKIP TO Q7

6b. How many times have you accessed the Traffic features of the 511 phone traveler information service?


a) one or two times

[  ]


b) 3-5 times


[  ]


c) 6-10 times


[  ]


d) more than 10 times

[  ]


RECRUIT A MIX


MUST ANSWER YES TO EITHER Q5A OR Q6A


TRY TO RECRUIT 3 WHO ANSWER NO TO 5A AND YES TO 6A

7. Have you called the 511 traveler information service using a cell phone, a landline phone, or both?



a) Cell phone

[  ]



b) Landline phone
[  ]



c) Both


[  ]



RECORD ONLY

8. What county do you live in?



a) San Francisco
[  ] CONTINUE



b) Alameda

[  ] CONTINUE



c) San Mateo

[  ] CONTINUE



d) Contra Costa
[  ] CONTINUE



e) Santa Clara

[  ] CONTINUE



f) Solano 

[  ] CONTINUE



g) Marin

[  ] CONTINUE



h) Sonoma

[  ] CONTINUE



i) Napa


[  ] CONTINUE



j) Other

[  ] SKIP TO Q22

9. Do you own and use a cell phone?

a) Yes

[  ] CONTINUE

b) No

[  ] SKIP TO Q22

10. Do you commute to work or school?

a) Yes

[  ] CONTINUE

b) No

[  ] SKIP TO Q22

11. Do you commute by…. [READ LIST]



a) Car


[  ] CONTINUE



b) Public Transit
[  ] SKIP TO Q22



c) Motorcycle

[  ] SKIP TO Q22



d) Vanpool

[  ] SKIP TO Q22



e) Carpool

[  ] SKIP TO Q22

12. How often do you commute by car? [DO NOT READ OPTIONS]

a) 4-5 days a week


[  ] CONTINUE

b) Fewer than 4 days a week

[  ] SKIP TO Q22

13. How long is your commute each way? [DO NOT READ OPTIONS]

a) Under 20 minutes each way
[  ] SKIP TO Q22

b) 20 minutes or longer each way
[  ] CONTINUE

14. Which, if any, of the following routes do you travel in your daily commute?

a) I-80 between San Francisco (the 4th Street Interchange) and Suisun City (Highway 12)
[  ]

b) I-880 between Oakland (I-80) and Fremont (Dixon Landing Road)


[  ]

c) I-680 between Dublin/Pleasanton (I-580) and Pacheco (Highway 4)


[  ]

d) Interstate 280 between the San Francisco terminus and John Daly Boulevard

 in Daly City










[  ]

e) U.S. 101 between Interstate 80 in San Francisco and Belmont



[  ]

f) State Route 92 between Interstate 880 in Hayward and U.S. 101 in San Mateo

(including the San Mateo Bridge)







[  ]

g) U.S. 101 between the Golden Gate Bridge toll plaza and Bicentennial Way in

Santa Rosa (including the Golden Gate Bridge)





[  ]

h) Interstate 580 between Albany and San Rafael (including the Richmond-San

Rafael Bridge)










[  ]

i) None of the above









[  ]


TRY TO RECRUIT PARTICIPANTS WHO TRAVEL ON THE ROUTES LISTED

15. Do you have regular access to the Internet at home or at work?

a) Yes

[  ] CONTINUE

b) No

[  ] SKIP TO Q22

16. How comfortable would you say you are using the Internet? [READ OPTIONS]



a) Very comfortable

[  ] CONTINUE



b) Somewhat comfortable
[  ] CONTINUE



c) Slightly uncomfortable
[  ] SKIP TO Q22



d) Very uncomfortable

[  ] SKIP TO Q22

17. How often do you access the Internet for purposes other than email? By this I mean you use the Internet to conduct searches, visit web sites, shop, blog, or play games as opposed to sending email. [DO NOT READ OPTIONS UNLESS NECESSARY]

a) Daily


[  ] CONTINUE

b) 2-6 times a week

[  ] CONTINUE

c) Less than 2 times a week
[  ] SKIP TO Q22



MUST ANSWER 2 OR MORE TIMES A WEEK TO ONE OF THE ABOVE

18. Please tell me briefly about the last time you used the 511 traveler information service, either on the phone or the web.

_









































PLEASE RECRUIT ONLY PARTICIPANTS WHO ARE ARTICULATE, EXPRESS THEMSELVES EASILY, AND COMMUNICATE CLEARLY – NO VERY HEAVY ACCENTS. 

DEMOGRAPHICS:

19. RECORD WHETHER THE PARTICIPANT IS MALE OR FEMALE.

a) Male


[  ] CONTINUE

b) Female

[  ] CONTINUE

RECRUIT 50% MALE AND 50% FEMALE ACROSS THE TWO LOCATIONS

20. In which category is your current age? [READ LIST]

a) under 25



[  ] SKIP TO Q22

b) 25-34



[  ] CONTINUE

c) 35-44



[  ] CONTINUE

d) 45-54



[  ] CONTINUE

e) 55 or over



[  ] SKIP TO Q22

RECRUIT A MIX OF AGES

21. Which of the following ranges includes your annual household income? [READ LIST]

a) $20,000 or less





[  ] SKIP TO Q22

b) More than $21,000, but less than $35,000


[  ] CONTINUE

c) More than $36,000, but less than $50,000


[  ] CONTINUE

d) More than $51,000, but less than $65,000


[  ] CONTINUE

e) More than $66,000, but less than $80,000


[  ] CONTINUE

f) More than $81,000, but less than $95,000


[  ] CONTINUE

g) More than $96,000, but less than $110,000


[  ] CONTINUE

h) More than $111,000, but less than $125,000

[  ] CONTINUE

i) More than $126,000, but less than $140,000

[  ] CONTINUE

j) More than $141,000, but less than $155,000

[  ] CONTINUE

k) More than $156,000





[  ] CONTINUE

RECRUIT A MIX OF INCOMES

22. Thank you for answering my questions. We want to be sure to include a variety of people in our study and we have already filled our quota for people who answered our questions similar to you. May we contact you again in the future to see if you are interested in participating in other transportation related studies for MTC ?


a) Yes

[  ] TTT


b) No

[  ] TTT

Invitation

Thank you for answering my questions. I’d like to invite you to participate in a research discussion about the 511 traveler information service. The discussion will be with you and a professional moderator on August 25 (San Francisco) or August 26 (Berkeley), 2004. In addition to the discussion, you will be asked to use a computer. If you need reading glasses, please remember to bring them. The atmosphere is relaxed and informal. The meeting will last no more than one hour and fifteen minutes. In return for your time and input, you will receive $75 [$125 FOR FLOATERS]. Are you interested in participating?

YES  [  ] CONTINUE WITH INVITATION

NO  [  ] ASK THE FOLLOWING QUESTION:

May we contact you again for future transportation related research projects with MTC to see if you are interested in participating?

YES [  ]

NO [  ] 

Please arrive 10-15 minutes prior to your interview time to ensure a prompt start.

Also, please honor your commitment to attend as only a few people have been invited to participate. Your attendance is vital to the success of the research being conducted. A confirmation letter indicating the time and location of the discussion will be mailed to you. We will give you a reminder call a day or two before the meeting. Please call our office at __________(phone #) if you are unable to attend so that we can find a replacement.

Print name and Verify Spelling.

Participant’s Name ___________________________________________________

Address ____________________________________________________________

City, State, Zip ______________________________________________________

Home phone: ____________________Work phone: _________________________

Place of employment:



 CHECK TO SEE NOT EXCLUDED BY Q1

Thank you very much for your consideration!

Recruiter's Initials _____

Appendix B: Discussion Guide

511 Traveler Information Service

Phone and Web Site Usability Discussion Guide

Each Interview 1 Hour 10 Minutes

INTRODUCTION/WARM-UP:








5 MINUTES

Introduction

Hello, and thank you for coming today. My name is Kimberly August. I’ve invited you here today to share your opinions about the 511 Traveler Information Service. After spending a few minutes talking, I’m going to ask you to use the service, using both the web site, 511.org, and the phone service. Please share your opinion of the service with me. There are no right or wrong answers and I’m not testing you. I am interested in learning about the experience of using the phone and web site service -- what works well for you and should remain the same and what should be changed to make the experience of using the 511 Traveler Information Service better. 

I am an independent consultant and I did not have anything to do with developing the 511 Traveler Information Service, so please do not be concerned that you will hurt my feelings if you have any negative comments. In fact, I’m interested in all your thoughts and opinions and ask you to share with me both your positive and negative comments. That way, I can provide my client with the most useful information. Also, as you complete the tasks, it would be helpful to me if you could talk out loud, sharing what you are thinking and doing, so I can better understand your reaction to the service.

Finally, before we start, I’d like to point out that this room has a two-way mirror and I have a few colleagues in the back room taking notes for me. Additionally, I am video and audio taping our meeting, for research purposes only, so I can review the tapes later if I need to when I write my report or I can share them with project team members. Do you have any questions before we begin?

[START WITH 511.ORG WEB SITE UP BUT THE COMPUTER MONITOR OFF. PHONE ALSO ON TABLE.] 
· Are you familiar with the traffic site within the 511.org, the web site for the 511 Traveler Information Service? IF SO, have you used it? IF SO, please tell how you used it and what the experience was like. IF NOT USED, how did you hear about it and what is your impression of it? 

· What would you expect to be able to do at the 511.org web site?

· Are you familiar with the 511 Traveler Information Phone Service? F SO, have you used it? IF YES, please tell how you used it and what the experience was like. IF NOT USED, how did you heard about it and what is your impression of it?

· What would you expect to be able to do with the 511 phone service?

· Do you know what resolution you usually have your computer monitor set to? [IF SO, AND IF DIFFERENT FROM STANDARD, CHANGE RESOLUTION, 800 X 600.] 

ALTERNATE BETWEEN STARTING WITH 511.ORG TASKS AND STARTING WITH 511 PHONE TASKS

511.ORG TASKS










30 MINUTES

[TURN ON MONITOR TO SHOW 511.ORG WEB SITE.]

TASK 1: Let’s pretend that you are about to leave your house in San Leandro by the 880-Davis Street Interchange to go to the San Francisco Airport and you are wondering if there are any accidents currently that you might run into on your way. Please show me how you would find this out using this web site. [OBSERVE AS PARTICIPANT CLICKS “TRAFFIC INFORMATION” AND LOOKS AT THE TEXT OR THE MAP.] Please explain to me what you see here. 

· How would you find out more information about the incident?

· FOR TEXT: Is there a way to look at the items in the column in a different order?

· Is this clear to you?

· FOR MAP:

- IF ANY INCIDENTS/CONSTRUCTION/ETC. ICONS SHOWING, ASK PARTICIPANT TO EXPLAIN THE MEANING. How would you find out more information about it? What does “Estimated duration” mean? Does the data make sense?

- What is this area here for and how could it be used? [POINT TO SHOW/HIDE SECTION.]

Task 2: Do you see another way to view this information [MAP OR TEXT, WHICHEVER NOT VIEWED ALREADY.] Please explain what you see here.

· How would you find out more information about one of these incidents? 

· FOR TEXT: Is there a way to look at the items in the column in a different order?

· Is this clear to you?

· FOR MAP:

- IF ANY INCIDENTS/CONSTRUCTION/ETC. ICONS SHOWING, ASK PARTICIPANT TO EXPLAIN THE MEANING. How would you find out more information about it? What does “Estimated duration” mean? Does the data make sense?

- What is this area here for and how could it be used? [POINT TO SHOW/HIDE SECTION]

Task 3: Now let’s pretend you would like to find out how long it will take you to get to the San Francisco Airport [THE US 101 AND MILLBRAE EXIT] from your house in San Leandro by the 880-Davis Street Interchange. [OBSERVE AS PARTICIPANT USES DRIVING TIMES MAP OR TEXT.]

· Is this information clear to you? Please explain what you see here.

· What is your reaction to the two routes presented?

· FOR TEXT: What is this box here for? POINT TO “RELATED INFORMATION” BOX.

· FOR MAP: 

- [POINT TO COLORS ON HIGHWAY.] What do these colors here mean? 

- What is this pull down here for? [POINT TO PULL DOWN TO CHANGE COLORS]

- OBSERVE DURING TASK HOW THEY USE THE FEATURES/TOOLS. Please explain these icons to me and tell me how you would use each feature or tool.

- IF NOT USED OR DISCUSSED: Is this Features Help information noticeable? Helpful?

SO, ask for reaction to was is presented. IF NOT: is there a way to see more information about the trip? THEN ASK FOR REACTION TO WHAT IS PRESENTED.

- [OBSERVE WHETHER PARTICIPANT USES OR COMMENTS ON THE “CANCEL DRIVING TIME CANCELLATION” LINK AFTER INPUTTING STARTING POINT.] IF NOT USED OR DISCUSSED, ASK THEM TO INPUT A NEW STARTING POINT AND THEN ASK IF THEY CAN CANCEL IT.

- AFTER DONE WITH MAP, OBSERVE IF USER CLOSES WINDOW OR HOW THEY PROCEED.

Task 4: Now please show me how you would do the same task in a different way than the way you completed the last task. Again, you would like to find out how long it will take you to get to the San Francisco Airport [THE US 101 AND MILLBRAE EXIT] from your house in San Leandro by the 880-Davis Street Interchange. [MAP OR TEXT, WHICH NOT USED ALREADY.]

· Is this information clear to you? Please explain what you see here.

· FOR TEXT: What is this box here for? POINT TO “RELATED INFORMATION” BOX.

· FOR MAP: 

- [POINT TO COLORS ON HIGHWAY.] What do these colors here mean? 

- What is this pull down here for? [POINT TO PULL DOWN TO CHANGE COLORS]

- OBSERVE DURING TASK HOW THEY USE THE FEATURES/TOOLS. Please explain these icons to me and tell me how you would use each feature or tool.

- IF NOT USED OR DISCUSSED: Is this “Features Help” information noticeable? Helpful?

- [OBSERVE IF PARTICIPANT CLICKS ON LINK FOR “MORE DETAILS ON THE TRIP.”] IF SO, ask for reaction to was is presented. IF NOT: is there a way to see more information about the trip? THEN ASK FOR REACTION TO WHAT IS PRESENTED.

- [OBSERVE WHETHER PARTICIPANT USES OR COMMENTS ON THE “CANCEL DRIVING TIME CANCELLATION” LINK AFTER INPUTTING STARTING POINT.] IF NOT USED OR DISCUSSED, ASK THEM TO INPUT A NEW STARTING POINT AND THEN ASK IF THEY CAN CANCEL IT.

- AFTER DONE WITH MAP, OBSERVE IF USER CLOSES WINDOW OR HOW THEY PROCEED.

Task 5: IF NOT ALREADY VISITED, BRING PARTICIPANT TO 511 TRAFFIC HOME PAGE. OTHERWISE, DISCUSS WHEN ON THE TRAFFIC HOME PAGE. Do you see a way to get to the 511 Traffic Home Page?

· Please tell me about what you see on this page. PROBE:

- What would you expect to see if you clicked on “Calculate your driving time!”?

- What is the “Popular 511 Driving Times?” How might you use it?

- What would you expect to see if you clicked on the “Traffic Messages?”

- Do you think this data is shown in real time, in other words, is it live data? 

Task 6: Next I’d like you to get the driving time from Palo Alto, the 101-Embarcadero Road Interchange to Pleasanton. 

· Please explain what happened.

· [OBSERVE IF PARTICIPANT GOES TO THE COVERAGE MAP.] IF SO, What is your reaction to this information?

Task 7: Could you please show me how you would find out the driving time from San Pablo to the I-80 and I-680 Interchange.

· [OBSERVE HOW PARTICIPANT USES THE TOOLS TO COMPLETE THE TASK.]

Task 8: Exploration of other areas. [TIME PERMITTING. COVER IN AS MUCH DETAIL AS POSSIBLE.]

· [OBSERVE IF LEFT NAV USED TO NAVIGATE DURING TASKS. THEN, POINT TO LEFT NAV] Could you please tell me what you would expect to find in each of these areas?

·  [OBSERVE IF BOTTOM LINKS USED TO NAVIGATE DURING TASKS. THEN, POINT TO BOTTOM LINKS] Please tell me what you would expect to see if you clicked on each of these?

· [OBSERVE DURING TASKS IF PARTICIPANT CLICKS ON “FAQ.”] If you had a question while using the site, what would you do? [PROBE ON CLARITY OF FAQ LINK.] TIME PERMITTING: Please look at the “FAQ” and let me know if it seems helpful, if it is clear, and what other information, if any, you might want to see there.

· [OBSERVE IF USED “SEARCH” DURING TASKS.] Did you notice the search box here? Is that a feature you might use? IF YES, how might you use it? IF NO, why not?

· [OBSERVE IF USED LINKS BELOW “SEARCH” DURING TASKS.] Please tell me what you would expect to see if you clicked on each of these links. 

· [POINT TO REFRESH AREA, IF NOT ALREADY DISCUSSED.] Please explain this area to me. What information is here and what can you do here?

· Are there any terms used on this site that are not clear to you? IF SO, which one or ones?

· [OBSERVE DURING TASKS IF POP UP WINDOWS PRESENT ANY PROBLEMS FOR THE PARTICIPANT AND WHAT THE RESPONSE IT TO THEM.] What is your reaction to the pop up windows?

511.ORG FOLLOW UP QUESTIONS






10 MINUTES

· How did the web site compare to your expectations?

· What was it like for you to use this web site? [PROBE, EASY? DIFFICULT? CONFUSING? ETC.]

· What would you change to make this web site easier for you to use? [IMPROVEMENT, ADDITION]

· What would you change to make this web site more useful to you? [IMPROVEMENT, ADDITION]

· Is the Driving Times features useful to you? How could it be made more useful or how could it be improved?

· Is the Traffic Information feature useful to you? How could it be made more useful or how could it be improved?

· What did you like best about the web site?

- How would you describe this site to your family or a friend?

-Do you think you will come back to this site? IF SO, what do you think you would do here? How often do you think you would visit the site? IF NOT, why not?

511 PHONE SERVICE TASKS







10 MINUTES

[NOTE: PARTICIPANTS WILL HANG UP IN BETWEEN EACH TASK, MAKING SEPARATE CALLS TO 511.]

Task 1: Let’s pretend you are about to drive from San Mateo to Berkeley and want to use the 511 phone service to find out if there are any accidents or construction on your route today. Please show me how you would do that. [TASK TIME PERMITTING]

· [OBSERVE AND RECORD PROCESS. PROBE ON ANY PROBLEMS.]

· What was your reaction to using the service that way?

· Were any of the options unclear to you?

· Was the information presented clearly?

· Was any of the terminology used unclear?

· Please explain to me how the traffic conditions information is organized. IF NECESSARY, EXPLAIN: THAT THEY ARE ORGANIZED IN ORDER OF SEVERITY. What is your reaction to that? Is it OK that it is not organized by geographic order? Would you prefer it to be organized in a direction, such as northbound direction and then southbound direction? IF SO, would you want to select the direction or can it be set for you?

Task 2: Now please use the 511 phone service to find out how long the drive from San Mateo to Berkeley should be if you left now. You will start from the 101-92 Interchange.

· [OBSERVE AND RECORD PROCESS. PROBE ON ANY PROBLEMS.]

· What was your reaction to using the service that way?

· Were any of the options unclear to you?

· Was the information presented clearly?

· Was any of the terminology used unclear?

Task 3: I would also like you to find out how long it will take you to drive from San Mateo to Berkeley starting from the 280-92 Interchange. Please show me how you would do that. 

· [OBSERVE AND RECORD PROCESS. PROBE ON ANY PROBLEMS.]

· [OBSERVE IF PARTICIPANT ASKS FOR REFINE POINT OR GOES THROUGH CITIES AND THEN CHOOSES THE REFINE POINT.]

· IF DOES NOT GO RIGHT TO REFINE POINT, ASK: You asked for San Mateo and Berkeley and then asked for the 280-92 Interchange. Do you think you could have said 280-92 Interchange instead of starting with San Mateo?

· What was your reaction to using the service that way?

· Were any of the options unclear to you?

· Was the information presented clearly?

· Was any of the terminology used unclear?

Task 4: Now please pretend you are going to go from San Leandro to the San Francisco Airport, starting from the 880-Davis Street Interchange.

· What is your reaction to the two routes presented?

Task 5: Next I’d like you to get the driving time from Palo Alto, the 101-Embarcadero Road Interchange to Pleasanton. 

· Please explain what happened.

· [OBSERVE IF PARTICIPANT ASK FOR “HELP.”] IF SO, What is your reaction to that Help?

Task 6: Additional probing/questions.

· Please explain what the 511 phone service Driving Times feature is and how it can be used.

· Please explain the Traffic Conditions feature and how it can be used.

· What did you think of the length of time it took to get the information you were seeking?

· Please give me your feedback about the experience of interacting with the voice-activated system.

· IF PARTICIPANT DID NOT INTERRUPT: Is it possible to interrupt the voice-activated system? What would happen if you did interrupt?

· IF PARTICIPANT DID NOT DO SO: Is it possible to go back and change your selection? IF SO, how would you do it?

· Can the system be used with touch-tone instead of being voice-activated?

· Does the system allow the user to go directly to a feature, such as “Driving Times” or “Traffic Conditions” from the Main Menu or do the user need to go to “Traffic” first?

511 PHONE SERVICE FOLLOW UP QUESTIONS




10 MINUTES

· How did the phone service compare to your expectations?

· What was it like for you to use this phone service? [PROBE, EASY? DIFFICULT? CONFUSING? ETC.]

· What would you change to make the service easier for you to use? [IMPROVEMENT, ADDITION]

· What would you change to make the service more useful to you? [IMPROVEMENT, ADDITION]

· Is the Driving Times features useful to you? How could it be made more useful or how could it be improved?

· Is the Traffic Conditions feature useful to you? How could it be made more useful or how could it be improved?

· What did you like best about the phone service?

- How would you describe this service to your family or a friend?

- Do you think you will use this service again? IF SO, how do you think you would use it? How often do you think you would use it? IF NOT, why not?

WRAP UP











5 MINUTES

· Do you have any final comments or anything you’d like to tell me about your experience of using the 511 Traveler Information Service today, either phone or web site, that we did not already discuss?

GO TO OBSERVATION ROOM TO ASK IF ANY FINAL QUESTIONS.

Thank you very much for coming today. Your comments and feedback have been very helpful. 
IN BETWEEN INTERVIEWS:

· CLEAR CACHE

Appendix C: Selected Screen Shots

Traffic Home Page
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Traffic Information: Text
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511 Driving Timessm Map
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511 Driving Timessm: Text
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Related Information:

Step 1: Please select your origin. Note: Some cities are along  1211C nfo summary
toadways where we do not have driving times. Click here for data [1EId2nis | 2venis | construction
coverage.
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SEARCH TRAFFIC: To see Driving Times displayed on the map, go to the Trafic and Driving Times Map.
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Tor US-101 N & AIRPORT EXIT (Millarae)

511 Driving Times™™ Trip A: 27 min. (273 miles)

Local Trafic Information T
Trafic Pariners 18805 |60 mph or higher |60 mph or higher 60 mph or higher|
(Skip Navigation |

. o CA-92W |50 mph or higher |50 mph or higher| 50 mph or higher |

What i *skip navigatio
U101 N 53 mph| 60 mph or higher| 60 mph or higher
CEEREGITRR Total Travel Time: 27 min.

About 511 Trsfic

Suggestions | Tells
Trafhc Si Directon

Trip B: 36 min. (30.1 miles)

EAQ | Contact Info 880N 27 mph| 50 mph or higher 44mph
1880 N-1-80 ¥ Ramp | 50 mph or higher| 50 mph or higher| 50 mph or higher
I 16 mph| 45 mph or higher 45 mph
U101 8 45 mph or higher| 45 mph or higher |45 mph or higher
Total Travel T

Calculate a new set of driving times.

Dontforgetto call 511 to get driving times when you're not at your computer
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