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The User Experience Review of the National Alopecia Areata Foundation Web site was conducted to identify the highest impact opportunities for improving the site’s usability and effectiveness within the context of a redesign for naaf.org executed by Convio. This analysis also seeks to identify possible areas for longer-term site improvement and growth, documenting possibilities for using Convio tools and other ways to better support NAAF’s needs and goals. 

Convio’s User Experience team conducted a heuristic evaluation, or expert assessment, to outline problems and opportunities that can immediately be addressed. Heuristics are “rules of thumb,” established best practice guidelines against which a site’s effectiveness can be evaluated quickly. Findings from the heuristic assessment are detailed below, and include recommendations for improving the site’s information architecture and layout as well as addressing usability issues.  

In addition to an expert assessment of the Web site, the Convio team also evaluated NAAF’s Google Analytics site traffic statistics. The findings and trends identified in that evaluation are presented below as a framework for beginning this assessment. The Convio team recommends that NAAF consider their existing site traffic data as a baseline for ongoing evaluation of the effectiveness of the Web site in meeting users’ needs, and should review the metrics discussed in this report on a regular basis as further Google Analytics data is accumulated.

Findings and recommendations for the heuristic evaluation and site path analysis are divided into four sections: Site Data & Path Analysis, Information Architecture, Design & Layout, and Usability Recommendations. 

Mairi looks forward to reviewing these findings with the National Alopecia Areata Foundation, to determine priorities and next steps and to refine this assessment as needed.

SITE PATH ANALYSIS

Background and Goals

Site traffic data provides one of the most valuable, quantifiable windows into a site’s current performance. Traffic data also allows for an iterative approach to evolving an organization’s online presence, as the performance of new content or features can be tracked instantly upon launch, and problem areas can be identified and fixed immediately. This data is useful in understanding how an organization’s site compares with widespread trends in Internet usage and with trends for visitor behavior at other non-profit sites. In addition, analyzing site traffic data provides a strong quantitative counterpoint to more qualitative feedback that users share through other user research activities such as constituent interviews and usability testing.

In our analysis, we examined the following questions:

· Who is coming to NAAF.org?
· How are people getting to NAAF.org?
· How are they interacting with the site once there? 
· How long are they staying? 
· What areas of the site are they focusing on? 
· What areas of the site are they ignoring?
· What areas of the site are people leaving from?

Visitor Profile

Traffic

Naaf.org typically gets around 19,000 visitors per month, with around 16,400 absolute unique visits. Since NAAF has only been using Google Analytics for one month, it will be useful to track this statistic over time. NAAF’s site traffic tends to peak on Tuesdays and fall off on the weekends.

Loyalty

About 78% of the unique visitors to naaf.org are also first-time visitors to the site. This indicates that NAAF has a base of loyal, repeat visitors that comprises around 20% of their monthly traffic. 

Browsers and Operating Systems

NAAF visitors’ choice of browsers and operating systems are generally in line with national averages. This information can be used to determine which platforms will need to be tested when a new site is being implemented.

Main browsers used
· IE – 71.23%
· Firefox – 18.79%
· Safari – 7.57%

Main Operating Systems used:
· Windows – 89.47 %
· Macintosh – 8.87%

Visitors’ screen resolutions are also important to note since this can affect the width of the design that NAAF may choose to implement. The current site is optimized for a screen resolution of 800x600, which was the standard for design 4-5 years ago. Today, only 3.6% of NAAF’s visitors are using machines with that resolution. Nearly 70% of users have a screen resolution of 1024x768 or higher. This means that NAAF can widen the design of their site, creating more room for content “above the fold.”

Also, it’s worth mentioning that only 1.38% (273 people) of NAAF’s total monthly traffic uses Spanish-language browsers. While translating content into Spanish is something that NAAF would like to do in a future project, there may be less immediate demand for this.

Accessing the Site

Traffic Sources

Now that we know a bit about who is coming to NAAF.org, let’s take a look at how they’re getting to the site. In the last month, 19.33% of users accessed the site directly, with 26.15% coming from referring sites and 54.44% using search engines. 

Search Statistics

Top search queries are important to monitor to help identify keywords to use to optimize content and for constituent campaigns. Top search queries also give insight into what content users are most interested in on your site. The following queries made the top of the list for NAAF. Note that these are external search queries, or those that occurred from search engines like Google and Yahoo!. 

Top external search queries:

· Alopecia areata (38.36%)
· Alopecia (24.25%)
· naaf (3.55%)
· national alopecia areata foundation (2.65%)
· alopecia areata foundation (2.08%)
· alopecia universalis (1.22%)

In many cases, the top search terms for an organization is the organization’s name, but in NAAF’s case the top search terms are words for the disease itself.

Top Entry Pages

By looking at the top entry pages on NAAF.org, we’re able to see which content is the easiest to find and therefore get a sense of why many users access the site in the first place. The top entry pages can also provide a list of areas where NAAF may want to focus their efforts on making content most engaging and actionable since these pages often create the first impressions users get of the organization.

	Top entry pages:

· Home  74.74%
·  www.naaf.org/default2.asp  5.99%
· The Alopecia Areata Marketplace  www.naaf.org/aamarketplace.html 2.23%
· Alopecia Areata Universalis www.naaf.org/aa_typealopeciaareatauniversalis.html .98%
· Research  www.naaf.org/research.html .62%
· Support www.naaf.org/support.html .62%
· Alopecia Areata Totalis  www.naaf.org/aa_typealopeciaareatatotalis.html .61%
· Alopecia Areata in Women www.naaf.org/aa_onset_woman.html .57%
· About Alopecia Areata www.naaf.org/aaaboutalopeciaareata.html .56%

Bounce Rates per Top Entry Pages

The bounce rate for a page provides insight into how useful a user found the content on the page. Most pages have about a 50% bounce rate. NAAF has significantly lower bounce rates on all but one page (the marketplace) among the top entry pages, which lets us know that users who reach these pages are finding the content useful and worthwhile.  NAAF should evaluate the usability and layout of the marketplace page to determine what might be causing users to disengage with the site at that point, and there are suggestions addressing this issue contained in the Design and Layout Recommendations within this report.

Bounce Rates per Top Entry Pages:

· Home  35.49%
·  www.naaf.org/default2.asp 31.76%
· The Alopecia Areata Marketplace  www.naaf.org/aamarketplace.html 70.10%
· Alopecia Areata Universalis www.naaf.org/aa_typealopeciaareatauniversalis.html 31.15%
· About Alopecia Areata www.naaf.org/aaaboutalopeciaareata.html 19.05%
· Support www.naaf.org/support.html 27.59%
· Alopecia Areata Totalis www.naaf.org/aa_typealopeciaareatatotalis.html 42.11%
· Research www.naaf.org/research.html 12.93%
· Alopecia Areata in Women www.naaf.org/aa_onset_woman.html 23.36%


Behavior Patterns

Time spent on the site

Once on the site, visitors typically spend around three minutes and twenty-four seconds and view about 6 pages before leaving.  

Home page analysis

The home page of NAAF.org is, of course, the top landing page and most popular page on the site. We’ve done a bit of in-depth analysis of the index page to see how users interact there specifically. 

The average amount of time users spend on the index page is 59 seconds. The standard for non-profit sites is 30 seconds, so this is above average. What this means is that NAAF’s users are devoting almost 1/3 of the total 3:24 that they spend on the site to the index page. They could be trying to determine which portion of the navigation will direct them to the information they are looking for, trying to determine what the icons below the mission statement indicate, or reading the modules below the fold. This would be a good opportunity to do some usability testing of the index itself to determine exactly what users are doing with that time, and will be an area of focus for reworking in the redesign.

In general, the index page is not the place to provide a lot of detailed content – it should be easy to scan, find a heading that is relevant, and click to a more targeted area of the site. 
The exit rate, or bounce rate from the index page is 35.49%, which is excellent overall. Other non-profits typically see around 50% and then set goals to fall somewhere around 30%, so NAAF is doing really well here, though there are opportunities to reduce the bounce rate even further.

Main pathways from the index page are important to monitor since they can tell you which content is the most relevant for your users based on how they are reading your current navigation structure.

For the 65% of visitors who continued elsewhere onto the site from the index page, the following pathways were the most popular:

· Just Diagnosed page  www.naaf.org/justdiagnosed.html 14.87%
· Types of Alopecia Areata www.naaf.org/aa_typealopeciaareata.html 11.11%
· [bookmark: OLE_LINK1][bookmark: OLE_LINK2]Autoimmunity and Alopecia Areata www.naaf.org/alopeciaareata.html 10.60%
· Photo Album www.naaf.org/photo.html 8.91%
· About Alopecia Areata (section index page) www.naaf.org/aaaboutalopeciaareata.html 6.49%
· The Alopecia Areata Marketplace www.naaf.org/aamarketplace.html 6.14%
· Research www.naaf.org/research.html 6.05%

It’s worth noting that the most popular page, Just Diagnosed, is not represented in the main navigation for the site. This content is of strong value and interest to users and may be difficult for them to find which may be why they are spending nearly a minute on the index page. The photo album and marketplace are also not in the main navigation bar. We will focus on finding the best place for these items in the new information architecture to increase their visibility. 

Top Content

Looking at the top content pages can show us which pages users accessed most often once on the site as well as those pages they accessed first. For many sites this list often overlaps with top entry pages since they’re both based on traffic, but does not overlap as much for NAAF.

	Top-visited content:

· Home 15.82%
· Just Diagnosed www.naaf.org/justdiagnosed.html 4.39%
· Types of Alopecia Areata www.naaf.org/aa_typealopeciaareata.html 4.00%
· Onset of Alopecia Areata www.naaf.org/aa_onsetofalopecia.html 3.88%
· Autoimmunity and Alopecia Areata www.naaf.org/alopeciaareata.html 3.19%
· Other Symptoms www.naaf.org/othersymptoms.html 3.03%
· The Alopecia Areata Marketplace www.naaf.org/aamarketplace.html 2.50%
· Treating Mild (Patchy) Alopecia Areata www.naaf.org/treating_mildpatchy.html 2.14%
· About Alopecia Areata www.naaf.org/aaaboutalopeciaareata.html 2.00%

This information demonstrates that some of the most popular content on NAAF’s site is related to information about the disease itself—types, autoimmunity, and how to treat mild alopecia. This content is all found under the current heading “Alopecia Areata” as well as the Just Diagnosed section. We recommend strengthening the verbiage in the navigation to make it clear what the main headings and subsections contain, as well as considering including callouts or modules highlighting some of these most popular pages on the home page.

Top Exit Pages
			

Finally, there comes a time when all users leave the site. What pages are they leaving from and why? The top exit pages almost always map more or less to the top entry pages and top content pages due to the heavy traffic there, so it’s sometimes difficult to tell. It is, however, important to monitor these pages over time to be sure that new pages don’t start appearing here that are surprising. NAAF and Convio can also use this list to analyze these pages and see how they can be better optimized to engage users and keep them on the site.

Top Exit pages:

· Home 39.39%
· The Alopecia Areata Marketplace www.naaf.org/aamarketplace.html 7.48%
· www.naaf.org/default2.asp 3.08%
· Autoimmunity and Alopecia Areata www.naaf.org/alopeciaareata.html 3.02
· Alopecia Areata www.naaf.org/aa_typealopeciaareata2.html 
· Treating Mild (Patchy) Alopecia Areata www.naaf.org/treating_mildpatchy.html 2.11%
· Photo Album www.naaf.org/photo.html 1.84%
· Just Diagnosed  www.naaf.org/justdiagnosed.html 1.48%
· NAAF Support Network www.naaf.org/supportnetwork.html 1.37%

Summary

The site path analysis can tell us a lot about who’s coming to the site, how they’re getting there, and what they’re doing when they arrive. One major takeaway for NAAF is that their users are using larger screens and it would be ideal to present them with a wider design that is optimized for a resolution larger than 800x600.  Additionally, users are engaging with NAAF’s index page for an unusually lengthy period of time, which may indicate confusion. 

By looking at the most popular content and landing pages, it is clear that NAAF’s users are most interested in material related to information about the disease (types, symptoms, onset, and it’s relation to autoimmunity), research, the support network, and the marketplace (although due to the high bounce rate, the marketplace may not offer what users thought they would encounter there.)  Very few people are looking at the research and grant opportunities information and the advocacy, events, and news content in the Awareness section. Improved, more intuitive navigation verbiage would be a good way to encourage more users to access this content.

Reviewing site traffic data is part of an iterative process, so Convio recommends that NAAF analyze the data every few months after the redesign to compare the results to what we’ve reported here. NAAF should use the site traffic information to make changes to the site when necessary – to optimize pages where users are falling off or entering in, to solidify pathways for new audience groups that emerge, and to be sure the site meets the technological needs of their users.
	
INFORMATION ARCHITECTURE, DESIGN, and USABILITY RECOMMENDATIONS

Information Architecture Recommendations

One of the great areas for impact in the overall user experience of naaf.org is the information architecture, or organization of its content. The information architecture is the structure or framework through which a user moves, using the navigation to understand what is available on the site and to select the appropriate pathway. The best information architecture seeks to balance breadth with depth, allowing all key information resources to be accessed within a reasonable number of clicks while helping users prioritize the most important routes through the content and get a sense of the range of interactive opportunities available on the site.

1. Review main navigation and sub-navigation for consistency and update verbiage.

NAAF currently uses six terms in the main navigation bar across the home page:

· Home 
· Alopecia Areata
· NAAF
· Support
· Research
· Awareness

Some of these terms include drop-down secondary navigation on the home page. Home and NAAF do not, even though NAAF as a category does have secondary navigation when you click on it. The Research and Alopecia Areata category also includes tertiary navigation, but this tertiary navigation disappears once you select an individual article topic. The only way to return to the listings of articles is to use the back button on the browser. 

Once presented within the site, all navigation, whether primary, secondary, or tertiary, should remain omnipresent at all times for the user. Primary navigation should remain present at the top of the page, and secondary or tertiary navigation should appear in a consistent location as well. Secondary and tertiary navigation isn’t necessary for all portions of the site, but when it is necessary it should be found in the same locations.

During the creation of the site map, Convio will suggest a new primary navigation for the home page that will include updated verbiage and Just Diagnosed and Donate Now section. Just Diagnosed is an important area of content that is not currently on any main navigation, and the current placement of the Donate Now CTA is tiny and easy to miss. Because the size of the page’s design will be widened, we can include additional intuitive terms in the main navigation that will help show the breadth of (often-overlooked) content that NAAF has.

2. Streamline existing content.

While NAAF has a great deal of useful content, some of the site’s tertiary pages are extremely short—one paragraph long or less. Many of these tertiary subjects could be folded back into a secondary level page’s main content as part of the editorial review process. This would simplify the navigation as well.

3. Use descriptive page titles which match the terms in the navigation.

Each page on the NAAF site should have a descriptive page title that matches the terms used for the page in the navigation. Some pages currently have no titles, or titles that do not correlate to the navigation. 

4. Include utility navigation in a customary place.

In the current site, NAAF’s “Tell A Friend” and “Print This Page” functionality is hidden at the very bottom left of each page and consist of two icons which don’t have any explanation of what they do upon rollover.  They also do not appear to work. This functionality and other items for the utility navigation should be moved to a prominent and customary place on every page where users can expect to find them.

5. Include a site map.

Because NAAF has such a content-rich site, we recommend placing a site map in the footer as well. Some users will find a site map helpful.

6. Use folders and breadcrumbs to improve user orientation within the site.

Convio’s PageBuilder tools allow for the grouping of disparate content pages by a folder structure. When a folder structure is used that mirrors the site’s overall organization as presented to the end user, it is possible to institute an automated “breadcrumb” navigation device, which always displays to the user where they are as they drill down or move laterally through the site’s content. This is something that NAAF should consider doing over time, beginning with the folder creation process and ultimately instituting breadcrumbs to help the constituent gain a consistent sense of orientation throughout the site.

7. Make donation pathways prominent.

It is difficult to find methods to donate to NAAF on the current site. The Donate Now call to action button is small and placed in the upper right hand corner next to the Join button which is the exact same size. On the home page, Donate Now is represented by a large icon for the Better Business Bureau for Accredited Charities, making the link appear at first glance to be a link to the Better Business Bureau. 

Once a user clicks on the Donate Now button, they then have to click again on “Click here to donate…” to actually reach the donation form. Confusingly, the Donate Now page that users reach from the Donate Now button on the home page is different from the Donate Now page that users reach when they click on the BBB Donate Now logo, which is also on the home page. We recommend streamlining the donation pathways into one section that is easily reached in a number of ways, but which has a consistent outcome.

A prominent, actionable Donate Now call to action button should be present in the utility navigation and elsewhere throughout the site. Once a user has reached the donation page, they should be able to make a donation right there. 

8. Make registration pathways prominent and clearly convey the benefits of registering.

The Join button suffers from the same lack of prominence as the Donate Now button. It is not clear why a user should Join Now other than to receive the newsletter. The site mentions users will “gain access to special online services available only to NAAF supporters like yourself” but does not indicate what they are or why users would want them. It would be useful to make note of the resources NAAF has for registered members here, especially since there is some perception that NAAF does not do enough to promote community and social media.

Also, stakeholders mentioned privacy as a major concern for constituents during the discovery calls. This information and the reasons for it should be sensitively and clearly communicated on the site in this section

9. Place social media links where users can find them.
 
As NAAF expands their presence on Twitter, Facebook, and Myspace, links to these communities should be placed in an obvious, actionable area. While NAAF may be involved in these forms of social media now, any mention of them is absent from the Web site.

Design & Layout Recommendations

The layout and relative sizes of different elements on a page, including text, suggest their relative importance to a user. As a user moves through the NAAF Web site, they build a mental model of what types of content are displayed in different parts of the page. Strong layouts support this process, helping users to develop the right mental model for what information goes where, and which pathways are the most important. 

10. Consider the logo.

The current NAAF logo is a tree. It is not immediately clear what the logo represents. What does the tree signify? Stakeholders mentioned that they wanted the redesigned site to appear warm, inviting, and supportive. The logo should be evaluated in that context, and examined in terms of how it promotes and suggests NAAF’s mission and goals.

11. Optimize (widen) page real estate for current screen resolutions.

Our analysis of NAAF’s Google Analytics data shows that 70% of NAAF’s site visitors are using a screen resolution that is larger than the 800x600 design of their current site. As part of the redesign NAAF can widen the size of their PageWrapper to allow for more horizontal “real estate.” This will provide more flexibility and control over content presentation and layout and provide additional opportunities to highlight or feature important content such as research and events, both areas that are often overlooked in the current site. 

12. Create strong section landing pages which explain the content included in that section.

We recommend creating a strong global navigation schema and then focusing on the main landing page for each major section to provide efficient secondary navigation and an overall context for the content contained in that section. The landing page for each major section should highlight the main content categories in the section, giving brief descriptions of each item as well as drawing the user in to want to learn more about the specific topic, program, event, or resource. Many of the current section landing pages on naaf.org are simply lists of the secondary navigation for that section.

13. Consider visually-distinctive feature modules for news and teaser content on the home page.

One way to focus extra attention to certain areas of the site that users may want to visit is the use of callouts or feature modules on the home page. These are great places to provide strong images and teaser text for sections of the site which may already be in the omnipresent navigation but which have changing or newsworthy content. Naaf.org currently has areas for 7 feature modules on the index page but they are visually indistinguishable from each other—the color and font size make the three main modules almost look like advertisements at the bottom of the page. 

We recommend creating a main content pane to accompany the site’s mission statement area which will showcase the most important updates, and creating 3-4 larger modules to highlight other changing news, research, and events. These modules should be visually distinctive and include text which will draw the user into the main article or page.

14. Use StoryBuilder for consistent styling and presentation of articles.

One way to achieve consistency in styling and presentation of articles and narratives that use a common format is to explore using the StoryBuilder module for presenting dynamic lists of articles. If NAAF has not considered this, Convio can talk with the team about relative advantages and disadvantages for presenting some of the site’s content in this way. StoryBuilder would be a useful tool for managing both the Research article topics and the Inspirational Stories section. Right now, the Inspirational Stories are only available for download as individual PDFs, which makes them more difficult to read and generally not able to be indexed by search engines.

15. Improve layout of marketplace and consider a different term.
 
The Marketplace has an extremely high bounce rate. This could be because the current layout is unintuitive and/ or because the word “marketplace” suggests a NAAF-oriented online store, which the marketplace is really not. NAAF may want to consider another term for this section of the site, such as “Partner Stores,” “Alopecia-Related Products,” or “Products for People with Alopecia.” 

Also, shops in the current marketplace need to be visually re-organized. Each entry should use a consistently-sized graphic or logo and should be searchable by type of shop or item sold. 

Most importantly, to be sure that NAAF receives the maximum possible contributions from the marketplace, each vendor should use the same code for shoppers to enable the NAAF donation. A wide mix of terms, including Appalachia, TB2555 and NAAF08 are currently in use.

Usability Recommendations

16. Include a site-wide search.

As NAAF adds to their already-substantial content, it will become increasingly critical to offer site search functionality as a way for constituents to access information. This will assist both new and loyal, repeat visitors in finding the content they are looking for immediately. This is something that NAAF stakeholders expressed a desire for in stakeholder discovery sessions, and can be easily implemented in the redesign. 

17. Make the logo interactive.

One high-impact, low-effort usability issue that can be fixed within the current framework of naaf.org is to ensure that the NAAF logo present throughout the site always returns a user to the homepage. Usability studies have demonstrated that constituents will attempt to select a logo to return to a site’s homepage before actually scanning a site’s navigation seeking a “Home” or similar link. By making the NAAF logo clickable, the global navigation bar regains an additional area for presenting a key content pathway without overloading the user with too many global navigation options. 

18. Make visited links change color.

Links within naaf.org should change color to indicate that the user has visited the page already. This can be easily fixed with a stylesheet when implementing the new site.

NEXT STEPS

NAAF has a number of easily-implementable opportunities to improve the navigation, usability, and layout of their site during the redesign, and this document can serve as a checklist for inclusion of those opportunities going forward. Convio will use the findings from this evaluation to create an improved site map and page description diagrams or wireframes for naaf.org, as well as a content map. The end result will be a rich, supportive user experience that will help NAAF’s constituents find and use the resources they need and help NAAF increase their registration base and donations.
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