City of Austin
Website Redesign
In-Depth Interview Qualitative Research Study

Conducted May 18" — May 20" 2010
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Executive Summary

Research Objective
The research objective was to find out from defined target user groups what they expect from, and what
their needs are for, the City of Austin's website.

The main research objective was accomplished by:

1) Asking respondents about their expectations of the website and what information and services they
currently use or would like to see on the City’s website.

2) Exploring respondents’ unmet needs on the current website.

3) Determining whether respondents’ current behavior on the website is browse-based or search-based.

4) Reviewing key aspects of the existing website and discussing its strengths and weaknesses, as
identified by respondents.

5) Reviewing the homepage design and features of three peer City websites to discuss the strengths and
weaknesses, as identified by respondents.

6) Conducting a Card Sort exercise, which encouraged the respondents to consider the prioritization of
potential website information or features based on these categories: Must Have, Nice to Have,
Unnecessary, or Negative features - items that would have a negative impact on the perception of the
website.

Methodology:

On May 18th, 19th and 20, a total of 26 In-Depth Interviews were conducted with residents of the City of
Austin to review their existing behaviors on and perceptions about the City of Austin’s website. The
interviews, which lasted one hour each, were conducted in a conference room at the Austin City Hall
building.

Respondents were recruited based on their likeness to identifiable characteristics for one of the six user
segments as defined by the research conducted and the target audience personas created in the Customer
Profiling stage of this project:

Resident Segments:
Urban Tech Savvy

Older Urban
Suburban Family
Hispanic (Bilingual) Families

Business Segments:
Small Business Owners

Construction/Real Estate/Development Professionals

Qualitative Caveat:

Qualitative research provides in-depth information about that consumer’s feelings and behaviors, but it is
not necessarily representative of the population as a whole. Findings from this research are intended to be
used directionally.
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Overview of Findings
One of the most significant findings coming out of these interviews was that respondent needs and

interests were very similar and showed little difference, despite the residential or business segment that
they represented. This finding is significant because it strongly indicates that the core needs for the website
have universal support and interest, regardless of audience. Additional quantitative testing may indicate
differences in specific content, feature needs, and prioritization by user segment. This research found that
interest in specialized content and features is underscored by a strong overall preference for how that
information is presented and displayed.

The strongest and most consistent feedback heard from respondents, regardless of segment, was a need for
a website with well thought out, clear, and understandable organization, site architecture, consistent
structure and navigation options. Respondents felt these aspects are lacking from the website today and, in
their absence, think it is difficult to uncover the wealth of content and features available on the website. As
a result, the new website needs to be approached with a focus on well constructed, consistent, and intuitive
website architecture, well thought out and intuitive navigation options, and content that is well organized
on the page for readability. Creating a website that is easy to use is paramount to having users return to it
over time.

Another common sentiment heard from respondents throughout all segments was a strong desire to have a
website that expressed the personality and character of Austin. Respondents felt the look and feel of the
current website was stale or outdated. Specifically they felt the colors, design elements, and images used
throughout the website did not portray the life and unique atmosphere felt throughout Austin.
Respondents were passionate about the identity and originality of the city, indicating it as the primary
reason they live here, and felt the website should represent that identity. The new website should
represent Austin’s identity, and as a result, the identity of the residents. If the new website does not look or
feel authentically like Austin, residents will not develop a connection to it or become passionate about it.
Establishing that connection is important to creating an environment for repeat visits to the website.

Quite a few of the respondents did not distinguish this website as being the resource for City Government
versus a website like the Convention and Visitor’s Bureau site that concentrates on promoting the city.
Based on the answers and discussions during the interviews overall, a “City of Austin” website might
address both. For that reason the new website should distinguish itself as City Government/Services
focused in some way, but also link or provide reference to the sites that promote Austin to visitors.

When asked to describe their existing experiences with the website, most respondents recalled searching
or clicking through a couple levels to locate information of interest. This would indicate that the current
website is not structured in an intuitive way, or that information is buried too deep, and supports the need
for a new website with well thought out organization and navigation options that allow the audience to get
to most used information quickly.
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The most commonly mentioned features expected of the city website, as it exists today, included:
* (Civicrelated needs - connections to city council and updates to new regulations

* Access to information on utilities and city services

* Connection to information about Austin’s Parks and Recreation

* A calendar highlighting current events

These comments represent the most basic level of information expected by residents, and therefore should

be considered as key areas of focus and attention when structuring content for the new website.

When asked about unmet needs and wishes for features not available on the current website, respondents

most commonly mentioned:

* Ability to complete activities online, such as paying taxes, locating birth certificates or registering to
vote

* DMore information about city events and activities

* DMore statistics and information about the city

Consider the feasibility of offering these types of features on the new website and place them in an area

that will be easily noticed and accessed by residents.

Respondents’ assessment and feelings towards the current website were very similar across all segments.
When asked to describe the current website in a few words, respondents tended to repeat similar words
and phrases (in rank order):

1. Informative

2. Easy-to-Use

3. Boring

4. Unorganized

5. Generic

While the website is recognized as containing a large amount of information, these phrases speak to a need
to consider the organization, visual appeal, and available features for the new website so that it remains
informative and easy-to-use but becomes more interesting, organized and unique.

As their perceptions of the current website were similar, so were their expectations for a future version of
the website for the City of Austin. The most common words and phrases heard from respondents
describing their hopes for a future website were (in rank order):

1. User-Friendly

2. Intuitive

3. Inviting

4. Authentic

Not surprisingly, the words used to describe expectations and hopes for a future version of the website call
out the opportunities identified above from respondents’ descriptions and assessments of the website as it
exists today.

Response to visual examples of the current website varied depending on what page of the website was
being viewed. Solid Waste Services stood out as the closest example (of the five section home page
examples used in this exercise) of the direction in which respondents felt the website should go, while
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Health and Human Services stood out as an example of the need to incorporate better organization,
navigation, and visual design. Use the work that has been done on the Solid Waste Services page as a model
for the direction of the new website in the areas of organization, navigation, features, and overall look and
feel.

The home page of the website was perceived to be rich with information; however respondents felt that it
did not communicate the life and vitality that is inherent across the city. The home page is the front door to
the website and is the first, and often the only, opportunity to communicate the identity and focus for the
rest of the website. The home page for the new website needs to authentically express the personality of
the city, as well as offer content and features that match the needs and priorities for the city and its
residents.

Respondents felt that a future version of the website could draw on some examples of features seen during
areview of peer websites for Boston, Kansas City, and San Francisco. Organized and consistent navigation
options, clean and colorful visuals of the city, access to ‘Most Requested’ activities and needs, and an easy
way to review city highlights, features and events were all popular features recognized by respondents as
ideas for a future version of the website.

The Card Sort exercise illustrated strong interest in several features deemed as “Must Have” or “Nice to
Have” for a future version of the website:

* Online payment for utilities, tickets, court fees, library fines, etc.

* Ability to submit applications and forms online (such as permits)

* Interactive Events Calendar for all City events with ability to filter by date, topic, department etc.

* Mobile version of the website

* Social Media Integration - alerts and City news on platforms such as Twitter and Facebook

While the Card Sort identified popular ideas for inclusion in a future version of the website, it also

identified features that respondents felt were “Unnecessary” or those that could have a negative impact on

the image of the website:

¢ All City data feeds available for GIS data aggregation (this feature was not recognized or understood by
any of the respondents in this study)

¢ Customizable City of Austin home page, iGoogle-type page

* My Favorites area - a place for users to save links to favorite pages

* Allowing citizens to submit events to a City calendar

* Allowing citizens to comment on council agenda items online

Conclusions

As work begins on the new website, there are several guiding principles that should be kept in mind and

referred to during the planning and process of design and development:

* Plan for the website to offer consistent and obvious navigation options that allow users to navigate
through the website using browse-based interaction or search-based interaction. A navigation menu
that provides access to the core areas of focus for the website should remain present at the top of every
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page so that users always have an easy way to locate and access information, no matter where they are
on the website. As an important form of navigation the search field should be prominent. The top right
hand corner of a webpage is an expected and standard location for search field placement.

¢ The site architecture and infrastructure should be carefully planned so that content is sorted, organized
and categorized into obvious and logical sections. Information on the site should be organized based on
a hierarchy of user needs. This can and should be addressed based on the larger user group
identification roles: Residents, Business, Construction/Development, Tourists, and Government
Employees as identified in the Customer Profiling stage of the project. Priorities by roles should be
considered. A Product Gap research study is planned for this project and will identify the prioritization
of key information and services. The most important and frequent needs and activities should be placed
where users can locate them quickly and easily, least important needs and activities have more
flexibility for secondary or tertiary placement.

* Because the website is so rich with information, it can be tempting to fill each page with as much
information as possible. Instead of creating pages dense with content that require excessive scrolling
and in-depth reading, simplify each page making it easily scan able and related content accessible
through logical navigation paths such as hierarchical navigation links or drop down lists. Some
suggestions include: allowing more “whitespace” on the page, breaking up the content into common
topical areas or multiple pages with descriptive subheads, creating abstract or summary lists of content
so that it is easily scanned.

* Consider the inclusion of visuals on the home page and throughout the website. Effective use of visuals
on the home page will help establish the identity and branding, and bring authenticity to the website.
Extending those visuals throughout the rest of the website will not only add to the overall personality
and feel of the website, but will also create a more user-friendly environment (less copy dense
environment); effectively making the pages easier to navigate, read, and comprehend.

¢ Utilize design elements and colors that speak to the character of Austin and region. The website should
feel modern, lively, unique, original and eclectic; characteristics which are representative and indicative
of the residents of Austin.

* While not mentioned specifically by respondents, we recommend that user feedback on the
development and direction of the website should not end with these interviews. Continue to collect
feedback from residents during the development of the website through iterative and ongoing user
testing to determine if the direction of the website matches the needs and expectations of the users.

SteelSMBologyll NN [N (SIS




IDI Qualitative Research Study of COA Website Target Groups Page 8

Detailed Observations

Residents

Overview

In each interview the respondents were asked about their experience with the existing City of Austin’s
website and expectations of what the website should offer. Of the users that had visited the website in the
past, there were several commonalities among the responses from the four resident user groups.

Respondents who had visited the website were asked to recall their past experiences and describe whether
their activities on the website were browse-based or search-based. When asked about their experiences
with the website in the past, most respondents commented that locating information of interest usually
required several clicks or a search. One respondent called out: “It’s hard to find the information
sometimes”. Quite a few respondents stated that they began their interaction with the current website by
entering search terms into a search engine, such as Google, and then being directed to specific information
or pages on the City of Austin’s website.

Overall, respondents felt that the existing website was full of information and content, but there was an
impression across all segments that the information was not organized or accessible in an easy or obvious
way.

Respondents were asked to describe the information and features they would expect to see available on the
website. These expectations and needs for features and information on the current website were similar
across all resident segments:

¢ (Civicrelated needs: connections to City Council and updates to new regulations

* Access to information on utilities and City services

* Connection to information about Austin’s Parks and Recreation

* A calendar highlighting current events

Respondents were also asked to detail areas that would not be appropriate or a good match for the website.
Respondents called out a few specific examples:

* Advertising

¢ Political promotion

* Information that is biased based on religion, gender, or race

Response and Perception to Examples on Existing Website:
Respondents were presented five key pages/sections on the website as it exists today; specific sections

were chosen because they were identified as areas of interest for the residential users in previous research
or high traffic areas of the website. Responses varied very little among the Residential user sub-segments.
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Home Page for the City of Austin

06 City of Austin - Austin City Connection: Home Page
« | » ||+ [Elnttp://www.ci.austin.tx.us/ = ¢ | (Qr Google

(0 ##  MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv »

Text Version

Search ( Find! ) Options |_Select a service + [ Select a map =)

AUSTIN

CiITY CONNECTION,,/

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

Departments
| Need To

View this series of images

Animals & Wildlife

Ats & Cult Connection Highlights - Friday, 6/18/10 Connection Calendar
S ure " X
NeckBone plays last Live From The Plaza show of the season View this month
Business Enjoy free funk-hop show noon today at Austin City Hall. Austin City Council
(o WAV =l East Austin event affects Saturday traffic
Juneteenth Celebration and parade impacts traffic Saturday June 19. o3 Ley Boards &

Community - > &

) City Manager selects finalists for Austin Energy General Commissions
Services Manager

Public can meet the candidates at June 30 community meeting. N )

Development .—_ City Music

. Stimulus-funded sidewalks completed -
Environmental Five projects in Central East Austin completed or nearing
Get Involved completion. Library

- Mobility bond package unveiled

Neighborhoods Bond package promotes multiple mobility options. \E’j Parks & Recreation
Public Records Comment on Housing's FY2011 draft action plan
Public Safety Share your thoughts on the plan at public hearings, e-mail or mail. Special Events

. if Provide your feedback for next year's budget online
2] Online forum lets you vote for 2011 budget proposals. Town Lake Animal
mmwpostston City government A to Z at CityWorks Services
Utilities Apply online now for CityWorks Academy classes.

Request for public comments on DBE rule changes

Disadvantaged Business Enterprise program affects Federal y A X
transportation proiects. austm

* Across all segments, the most common feedback heard about the home page was that it looked
informative and full of information. However, there was also a strong impression from that the page
was cluttered and did not have a strong or identifiable area of focus.

* Respondents in each user segment described the website as boring, stale, generic, too utilitarian, bland.

* Inall segments it was frequently mentioned the desire to see more attractive and dynamic imagery.

* For some respondents in the Urban Tech Savvy group the links to Events and Parks and Recreation
were seen as positive aspects of the main page.
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Library Page
POE City of Austin - Austin Public Library
« ’ > + [Ehttp:/ /www.ci.austin.tx.us/library/ ¢ | | Qr austin public library (&)
Q] &£ MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv »

£\

x . _
AUSTIN Search (‘Find' ) Options [_Select a service + )( Select a map =)
25— Y005 &51]

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

CiTY CONNECTION,,

~ Bl |5
e

FindIt: Library Catalog
My Account

Locations & Hours
About the Library
Austin History Center

Research Tools

Library Services
Youth Services
Informacion en Espaiiol

Support the Library Library Services >

Search the Catalog
9/0\" A New Central
HIGHLIGHTS \.4 w} Library for ~\u~rm
/\ Find out more.

k :"'J‘J : ‘ Onllnefa &é :) 0 .I
P —
ECYCLED 4 Adult and Youth Calendars
(2

A D Databases YOUTH »nr~e‘uus
SUMMER Pre-Juneteenth Event: Fontaine Churches

Austin Public Library
l"“rlon‘ds

Foundation Miyazaki Summer Anime Festival

/\% rl(/&

Saturday, June 19

* The Library page was received well overall and stood out as one of the strengths of the website for
respondents in the Urban Tech Savvy, Suburban Family, and Hispanic (bilingual) Mothers segments.
For respondents in the Older Urban segment this page was received better than the homepage,
however was still seen as generic and stale.

* Respondents, in all segments, frequently pointed to the ability to search the Library catalog, which was
perceived as a valuable feature that was clearly highlighted on the page.

* Many respondents were interested in the features listed in the “Highlights” section and assumed that it
contained valuable information; however, respondents in all segments were not able to easily digest
and comprehend what content was behind the promo buttons.

* Inall segments respondents commented that the images used in the featured section were an
improvement over the website’s home page, but were still categorized by some respondents in the
Older Urban segment as outdated and stale.
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* The calendar was another area of interest to respondents in all segments, and was perceived as
something that would offer valuable and useful information. However, some respondents commented
that they wished it to be presented in a more dynamic and visually attractive way.

Austin-Bergstrom International Airport

el

Welcome to Austin-Bergstrom International Airport

- | -+ ‘E]http://www.ci.austin.tx.us/austinairpon/ ¢ | (Qr austin bergstrom Q)

[0 i  MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv Steelv Massagev »

A

1

AUSTIN-BERGSTROM

INTERNATIONAL AIRPORT

getting to ABIA oy ] T ”‘*
airlines & flights ‘ : j
travel tips
parking

°
: “Relax, youre in A t 2
ground transportation S l
u ] l XX

about ABIA

See for yourself why people come to visit and decide to stay a while...

| TiIEe JJJJM
! ‘.,\ Arrive 90 minutes

before your flight

doing business

news

links

site index Cancun...we're holding a space for you!

home
News

contact us

= April 2010 Passenger & Air Cargo traffic

search

= New Sun Country Airlines Cancun-Austin nonstops take off
from Austin-Bergstrom International Airport

= Branson AirExpress new Austin-Branson non-stop begins
May 17

* Respondents in all segments commented that the images used on the airport page expressed the type of
life and vitality that they wanted to see carried throughout the website. Some respondents in the
Hispanic (bilingual) Mothers segment commented that the colors were “boring”.

* In all segments, respondents felt that although the look and feel of the page was somewhat improved
over other pages exposed during the website tour, the most valuable information was pushed to the
bottom of the page, specifically the Travel Tips and Real Time Flight Status.

* Respondents, in all segments, were often confused to see advertisements on the page and some felt that
they detracted from the purpose of the page.
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Health and Human Services

N

<>

m

City of Austin - Austin City Connection

L+ EEhttp://www.ci.austin.tx.us/health/ ¢ | (Qr Google

MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv Steelv

»
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AUgoTIN Search Find' ) Options | Select a service + ) Select a map =)

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

CITY CONNECTION,,|

Austin / Travis County
Health and Human Services Department

The mission of the Austin/Travis County Health and Human Services

Department (HHSD) is to work in partnership with the community to
promote health, safety, and well being.

News | Human Services | Public Health Services | Animal Services | Health Department A-Z

Get info on:H1N1

A message from David Lurie, Director - Austin/Travis County Health and Human
Services Department:

We provide Public Health, Social, and Environmental Health services for Austin and Travis County,
and serve a population of nearly one million. The role of public health is to promote community- Nias _flu,gov
wide wellness; prevent disease; and to protect the community from infectious diseases, ,\/ﬁ
environmental hazards, and epidemics.

News

City of Austin on Twitter
Flu News
o HINI1 Resources
o HIN1 Flyer
o Tips to Stay Healthy to Avoid the Flu
« Flu Informational Poster (English / Spanish)
e Pandemic Flu Site Online
Other News
« National HIV Testing Day
3rd Annual Kitty Palooza
Recreational Water lliness Prevention
Adopt a Kitten/Cat at Discounted Rates
Animal Control Program
Immunizations for Students Entering 7th Grade

New Animal Services Center

* o 0 e

Respondents in all segments felt that the Health and Human Services page was lacking in overall design
and layout. The overwhelming perception was that the page was too plain, featured too many bullets
and not enough description or meaningful content.

Respondents from all segments were confused by the focus of the page. The mix of information on
H1N1 and Animal Services left respondents unsure of the purpose and direction of the page.

Many respondents, from all segments, felt that the navigation options (meaning the clickable bullet
points in the body of the content) were detached from the top of the page (seen as a negative) and did
not stand out.
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* Respondents, from all segments, felt that Health and Human Services should speak more to health
issues impacting the Austin area specifically, including allergies and regional /local public health issues.

Solid Waste Services
866 City of Austin - Solid Waste Services Department
« ‘ » |+ |[Ehttp://www.ci.austin.tx.us/sws /default.htm = ¢ | (Qr Google

[0 ¥ MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projecty Steelv »

~

Find!

AU§TIN Search C ) Options [_Select a service + [ Select a map =)

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

CITY CONNECTION,,|

sond Waste semces Working Hard Every Day to Keep Austin Clean and Green
; |

Latest News Material Recovery
Facilty RFP
Austin is taking One Green Step Master Plan
Services Directory
Commit to One Green Step Stay updated-
2 2 Subscribe to our E-
— this Friday, June 11 by S
a signing a mural made from all _— .
ssof AN GREEN 6] recycled materials at Live p;z; ?Le::,ﬁnn:o:
VERDE from the Plaza. about RSS.)
[
GARBAGE Even the smallest effort can
' make a big improvement in our environment. On May 1,
B S Austinites came out to help the City of Austin reach its Zero

Waste goal by committing to take One Green Step.

Continue reading about Austin is taking One Green Step

Ready to go Green? Take the Green30 A
Challenge! .

* The Solid Waste Services page received the most positive feedback from respondents, regardless of
user segment.

* The rotating images used in the featured section at the top were a highlight for many. Respondents, in
all segments, felt that the images expressed the identity of Austin and clearly communicated the
purpose of the page.
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* Communication of the direction and focus of department extended beyond the images and was felt
throughout the rest of the page. All respondents liked the navigation bar running directly below the
featured images and felt that it gave them a good grasp of what was available to them in this section.

* Many subjects, from all segments, commented on the “What Do I Do With” feature, which was clearly
understood and very well received. One respondent commented that, “These things [referring to ‘What
Do I Do With..’, ‘Recycle’, ‘Garbage’, and ‘Composting’] on the side are fantastic...”
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Response and Perception of Peer Websites:
The presentation of the three peer websites, other City websites chosen by the web team as being

aspirational to Austin, provided respondents with a number of features and ideas that were viewed as
things that should be considered for a future version of a website for the City of Austin. Common areas on
all three websites that were received positively by respondents included the consistent menu bar running
along the top, a relevant and identifiable image representing the city, and easily accessible and obvious
dropdown menus for navigation.

San Francisco
PO Welcome to SFGOV:City and County of San Francisco Official site

« ‘ [ + EZnttp:/ jwww.ci.sf.ca.us/ ¢ | Qr san fransisco (+)
] ## MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv Steelv Massagev 3Sabbiesv
I oo 4 SFGov | Residents | Business | Government | Visitors | Online Services » Help M

City and County of

San Francisco

£ ;)/(/:/(y/”,p Mayor Newsom Board of Supervisors City Agencies City Services

Find Information

GRS Most Requested
Economic Stimulus : .
o
Legislation
Neighborhood Resources ¥
TN

News Blog s\1 11| Mayor Newsom Proposes 2010-11 Balanced Budget 1 L < >
Social Media Center Government TV San Francisco Budget Are You Ready?

Find the City beyond SFGOV Watch your City in Action Fiscal Year 2010-11 Emergency Services

and Public Safety

* The design used for the San Francisco website was very polarizing for respondents in all segments.
About half of the respondents in each segment felt that the website presented a fresh, modern view and
were attracted to the series of rotating images used as feature highlights in the middle of the page. The
remaining respondents had a negative point of view: some Urban Tech Savvy and Suburban Family
respondents felt that the images were distracting and distracted from the real value of the website, an
Older Urban respondent felt that section focused too much on the Mayor, and some respondents in the
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Hispanic (bilingual) Mothers segment felt the website was too plain and didn’t provide enough
information up front.

¢ Theinclusion of a ‘Most Requested’ expandable dropdown was a standout to many, in all segments,
respondents who appreciated the ability to locate frequently used areas of the website in one common
menu or location.

* The rotating carousel at the bottom of the page was also somewhat polarizing with user segments.
Although some respondents, in each segment, viewed it as “slick”, “bold” and “clean” others felt that the
functionality was not obvious and were not aware that it moved until they were shown the arrows to
control the area.

Boston

el

Welcome | City of Boston
|« | » | | + & http://www.cityofboston.gov/ ¢ | Q- san fransisco o)

iiiI MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv Steelv Massagev 3Sabbiesv

™
Y l'l“\ ‘ ‘l_
Home = Online Services = Residents = Businesses = Visitors = Students overnment Text size: A |Al A
Welcome! Friday, June 18, 2010  Search:
Read Your Way to Fenway Translate »
Boston youth ages 5-17 are invited to enter to win a chance for two
tickets a Boston Red Sox game. All you have to do is read three
books, write an essay about your favorite, and return your a
completed entry form to your branch library by July 30th. EsPaﬁo' Portugése
Entry Form » TIENG VIET  Francai
- - IS
Constituent Services G ’ ¢
24 Hours a Day, 7 Days a Week ==l More »
Arts, Tourism & Special Events Summer Brochure
Find information on Harborfest, 4th of July Celebrations, the Harbor
Islands, Monday Night Movies, Dorothy Curran Concert Series, Calendar »
Payment s Waterfront Performing Arts Series, paraces, processions, feasts,
fseusrtvl‘\::;, gthu?erez!om » B See a listing of City Events and
o Public Meetings.
View Calendar »
Job Postings. s
0 Mayor's Office »
Summer in the Parks
City Departments » in the Park
ParkARTS offers activities and events for residents and visitors of all .
Select a Department + o ages. From Wednesday night concerts on City Hall Plaza to RRYCHEIR GommPi
o g : neighborhood crafts workshops for youngsters, we have something
_ * L for everyone. Mayor's Priorities
Most Requested Pages S ... ParkARTS Summer Guide 2010 » [
Parb ARTS  View parks Calencar > News & Press Releases
=
Weekly Column
Boston EMT 6-Month Course
Boston EMS s offering a 6-month Basic EMT Course beginning i il »
August 17, 2010. Registration for the course is now open. Course C“‘y Council
size may be limited so early registration is encouraged.
Fall 2010 Brochure » [F Councillor Biographies
A
Schedule of Meetings v
[} Wz

* The website for Boston received praise from many of the respondents, across all user segments, for its
organized and professional looking structure and appearance. Some Urban Tech Savvy respondents
described it as “informal” and comparing its look to Facebook, which was considered positive. Some
respondents from the Hispanic (bilingual) Mothers segment felt the color scheme was boring and plain.
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* Aswasseen in the San Francisco website, a ‘Most Requested’ section stood out as an area of interest
and value to respondents from all user segments.

* Respondents, from all segments, felt that the ‘Welcome’ section in the middle of the page struck a good
balance between providing information, without becoming overwhelming.

* One of the standout areas of the Boston website was its concentration on Students. Respondents, from
Urban Tech Savvy, Suburban Family & Hispanic (bilingual) Mothers, felt that was an important
consideration for Austin because of its strong student base.

* Another popular feature was the obvious ability to translate into a number of different languages.
Respondents, regardless of segment, appreciated this feature as respondents felt that the Austin area is
a melting pot of people from different backgrounds and cultures.

Kansas City

City of Kansas City, Missouri

<[>
m

| 4 ‘8http:/Iwww.kcmo.org/CKCMO/index.htm
MobileMe

¢ | (Qr kansas city ()

House & Financial v City of Austin Projectv Steelv Massagev 3Sabbiesv

Twitter / Home Linkedin

iGoogle Facebook | Cheryl Habbe

Residents

Business Visitors City Officials

IWantTo.. e eI
* * *
[ Apply =)
; = $24 million in new neighborhood funds approved ‘
|_Contact/Reach v “Each council district will have $4 million dollars for small neighborhood
projects in addition to what they normally get for capital improvements,” KANSAS CITY
[ Find 2] _" said Mayor Funkhouser. Make a capital improvement
requests. Neighborhood hearings schedule. Follow us on Facebook. All America City Convention in
(Ger >) Kansas City
: 3 This year Kansas City, Missouri plays host to the
| Pay & 5 National Civic League’s All-America City Awards
| City Is addressing weed violations competition June 16-18. The City of Kansas City,
In an effort to address violations of City codes that involve tall weeds, Mo. d d 2008 past award
( Registev 3] t isa proud sponsoran past awa
{ 2 rash, and debris the City has begun abating these violations and is
winner. quw video. Help the City of Kansas
= _  charging property owner the costs associated with this action. More. City, Mo. visitors of neighb.
(_ subscripe ) 1 towns, cities, counties and metropolnlan regions
& -L. all over America. More.
[ Report =)
Schedule of events
; n [T World Cup Watch Party
(_Request v A - The Kansas City Wizards, the Kansas City Power & Light District and the
——— e Kansas City/USA Host City Bid Committee announced all 84 matches of
| Watc! v this summer's FIFA World Cup will be shown live at the 2010 Summer of City Calendar
WORLD CUP | June
WATCH PARTY Soccer in the Living Room at KC Live! More. Schedule.
PrretoR) Public Meetings m
About Us City engages In federal stimulus package process

City Government

Codes and Ordinances

City Departments

The City applied for multiple federal stimulus grants in a variety of
programs. View complete list of the City federal stimulus proposals,
along with their summary sheets. Residents can track the American
Recovery and Reinvestment Act progress; check grant availability; and
learn more about statewide efforts. Information on Neighborhood

~ Stabilization Program stimulus funding also is available.

City Officials

Mark Funkhouser, Mayor

City Council
[ Select Department D) City Manager \
Contact Us Parks Board
By Department Police Board
By Mayor
By City Councll Media Center
By City Manager
Web Editor City News B
Call 311 or (816) 513-1313 to : M
be connected to City City Logos

Respondents frequently commented on the color scheme used on the Kansas City website, with most

describing it as “warm”,

» o«

Steel SMBologyill I |

colorful” and “appealing”.
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¢ Although the ‘Highlights’ section in the middle of the page was similar to what was seen on the Boston
website, many respondents, across all segments, felt that the section was too crowded and cluttered
and as a result, gave a cluttered feeling to the website overall.

* The ‘1 Want To’ section on the left hand side of the page was very polarizing. In each segment, some
respondents felt that the concept was a good way of approaching tactical activities on the website,
while others felt that the categories were too vague and confusing.
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Existing Behavior and Expectations of the City’s Website:
Respondents were asked whether they had visited the website in the past, and if so, what types of activities

usually brought them to the website. Of the respondents from all segments of the Residents group that
have used the site before, most of them reported visiting the website on a regular basis to look up
information on City services (utilities, etc.), Parks and Recreation, and upcoming events. These areas were
reported as the most visited within the Resident user segments. All respondents were asked to provide
words that describe the current website and words to describe a future website. These responses
uncovered a challenge to deliver the extensive amount of information expected of a City website, in an
organized and user-friendly way. The opportunity uncovered from this exercise is that the current website
is considered to be boring and stale, but largely in look and feel. The addition of design elements, such as
color, photos; dynamic or multi-media elements would easily resolve the overall impression of the site.

In these activities, the respondents began to differ more among user segments. Below are the responses for
these exercises broken out by segment:

Urban Tech Savvy

All of the Urban Tech Savvy respondents were existing users of the City’s website on some level. Some
respondents reported visiting the website on a regular basis to look up information on City services, parks
and recreation, and upcoming events. Other respondents’ activity with the website was focused on
activities specific to the Library page or Airport page. In general, Urban Tech Savvy respondents felt that
the current website was delivering most of those needs, although respondents called out that they wanted
access to more detailed information for areas of interest in an easier and more obvious way.

When asked about desired activities or features that were not offered through the website as it exists
today, respondents were able to point to several specific activities:

¢ Ability to complete activities online, such as changing name or registering to vote

* DMore information about city events and activities

* DMore statistics and information about the city
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Descriptions of the website as it exists today and descriptions of expectations for a future version of the

website:

Words Used to Describe the Current Website

Words Used to Describe a Future Website

Structured Informative
Boring Interesting
Lacking color Sustainable
Clean User Friendly
Generic Colorful
Plain Dynamic
Not Dynamic More culture
Unorganized Full of pictures
Media
Informational
Reliable

Suburban Family

Most of the Suburban Family respondents were existing users of the current website on some level. Some

respondents reported visiting the website on a regular basis to look up information on City services, parks

and recreation, and upcoming events. One respondent’s activity was focused on activities specific to the
Library page, but didn’t realize the Library page was part of the City’s website.

When asked about desired activities or features that were not currently offered on the website,
respondents were able to point to some specific activities and wishes:
* More easily accessible information about city events and activities

* Better organized information
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Descriptions of the website as it exists today and descriptions of expectations for a future version of the

website:
Words Used to Describe the Current Website Words Used to Describe a Future Website
Comprehensive Intuitive
Unorganized User-Friendly
Plain Austin
Informational Creative
Verbose Current
Mediocre High Tech
Easy to Navigate
Complete
Clean
Progressive
Fun
Authentic
User-Friendly
Older Urban

Only three Older Urban respondents were interviewed and the majority of them had not been to the
website prior to the interview. The respondent who had visited the website prior to the interview reported
using the website to check road conditions, utilities and real estate information. The respondent who had
visited the website in the past was asked to recall her past experiences with the website and describe
whether their activities on the website were browse-based or search-based. The respondent reported
primarily accessing information by browsing through features and content.

Because the majority of respondents in this segment had not visited the website in the past, they were
asked to describe the type of information and content they would expect to see on the website. In general,
respondents expected that the website would offer information on civic events, including connections to
City Council, and access to information on utilities and City services.
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When asked about desired activities or features that were not expected to be offered through the website
as it exists today, respondents were able to point to some specific activities:
* DMore information about city events and activities

* DMore statistics and information about the city

Descriptions of the website as it exists today and descriptions of expectations for a future version of the
website:

Words Used to Describe the Current Website Words Used to Describe a Future Website

Information Inviting

Fun

Atmosphere of Austin

Beautiful

Clean and Easy

HISPANIC Bilingual Mothers
All of the respondents representing the Hispanic Bilingual Mothers user segment were existing users of the

website on some level. Respondents reported visiting the website on a regular basis to look up information
on City services, parks and recreation, and upcoming events.

When asked about desired activities or features that were not currently offered on the website,

respondents were able to point to some specific activities:

* Ability to complete activities online, such as paying taxes, locating birth certificates or registering to
vote

* DMore information about city events and activities

Respondents were also asked to detail areas that would not be appropriate or a good match for the website.
Only one respondent was able to come up with an example:
* Information not specific to Austin and it's immediate surrounding area

Descriptions of the website as it exists today and descriptions of expectations for a future version of the
website:

Words Used to Describe the Current Website Words Used to Describe a Future Website
Easy-to-Use User-Friendly
Informative Simplified
Thorough More tech savvy
Out of date Fun
Friendly Refreshing
Attractive
More options
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Business

Overview

In each interview the respondents were asked about their experience with the existing website and
expectations of what the City of Austin’s website should offer. Of the users that had visited the website in
the past, there were some commonalities among the responses from these two user groups but much less
so than in the resident groups.

Respondents who had visited the website in the past were asked to recall their past experiences with the
website and describe whether their activities on the website were browse-based or search-based. When
asked about their experiences with the website in the past, most respondents commented that locating
information of interest usually required several clicks or a search.

Overall, respondents felt that the existing website was full of information and content, but there was an
impression across all segments that the information was not organized or accessible in an easy or obvious
way.

Respondents were asked to describe the information and features they would expect to see available on the
website. Expectations and needs for features and information on the current website were similar across
all respondents, regardless of user segment:

¢ (Civicrelated needs: connections to City Council and updates to new regulations

* Access to information on utilities and City services

* A calendar highlighting current events

Response and Perception to Examples on the Existing Website:
Respondents were presented five key pages/sections on the website as it exists today’ specific sections

were chosen because they were identified as areas of interest for the business users in previous research or
high traffic areas of the website.
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Home Page for the City of Austin

SN

Page 24

City of Austin - Austin City Connection: Home Page
- | » ||+ [Elnttp://www.ci.austin.tx.us/

[0 &## MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv

E ¢ | (Qr Google

Text Version

AUSTIN

CiITY CONNECTION,,/

Departments

| Need To
Animals & Wildlife
Arts & Culture
Business

City Government
Community

Services
Development
Environmental
Get Involved
Neighborhoods
Public Records
Public Safety
Quality Of Life

Transportation

Utilities

Search (_Find' ) Options | Select a service

+ ) Select a map =)

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

View this series of images

Connection Highlights - Friday, 6/18/10
NeckBone plays last Live From The Plaza show of the season

Enjoy free funk-hop show noon today at Austin City Hall.

East Austin event affects Saturday traffic

Connection Calendar
View this month

Austin City Council

Juneteenth Celebration and parade impacts traffic Saturday June 19. o3 Ley Boards &

City Manager selects finalists for Austin Energy General

Manager
Public can meet the candidates at June 30 community meeting.

Stimulus-funded sidewalks completed
Five projects in Central East Austin completed or nearing
completion.

Mobility bond package unveiled
Bond package promotes multiple mobility options.

Comment on Housing's FY2011 draft action plan

Share your thoughts on the plan at public hearings, e-mail or mail.

Provide your feedback for next year's budget online
Online forum lets you vote for 2011 budget proposals.

City government A to Z at CityWorks
Apply online now for CityWorks Academy classes.

Request for public comments on DBE rule changes
Disadvantaged Business Enterprise program affects Federal
transportation proiects.

Commissions
{55] 2 City Music
Library

Parks & Recreation

Town Lake Animal
Services

Special Events

austin €3 B)

When commenting on the homepage, Business users’ responses echoes those heard by the respondents in
the resident user groups:
* Across all segments, the most common feedback heard about the home page was that it looked

informative and full of information. However, there was also a strong impression from respondents in

all of the segments that the page was cluttered and did not have a strong or identifiable area of focus.
* Respondents sometimes described the website as stale, and commented that “this doesn’t feel like
Austin”. Respondents frequently mentioned the desire to see more attractive and dynamic imagery.
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Development Process and One Stop Shop

Page 25

City of Austin - Development Process

« { > = http://www.ci.austin.tx.us/development/

[ #5# MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectvy Steelv

& | (Qr Google

»

+ ) Select a map =)

AU§TIN Search (Find! ) Options [_Select a service

CITY CONNECTION,,|

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

&, Send Mail

Gannaway Jr.

The Development Process

* 0SS Office Locations

e 0SS Development Process

Downtown Austin Photo courtesy of Berry " Development Assistance Center: (512) 974-6370

DEVELOPMENT
mmEm HELP

* Ordinance linked to Neighborhood Plans

e General Information
o Frequently asked Questions
e Process Description
* New Residential Site Development Regulations
(McMansion)
e Zoning
o Zoning Use Districts Table
o Zoning Development Standards
o Zoning Districts (Categories)
o Transit-Oriented Development (TOD) Zoning
Regulations
o North Burnet/Gateway (NBG) Zoning Regulations
o Zoning & Housing Code Enforcement

e Subdivision

* The Development Process and One Stop Shop page was seen as simplistic and straightforward;
although, subjects also felt that there was no way to understand the structure at a glance or quickly

navigate through the page.

View of Downtown 1996

™

* Respondents, in both segments, felt that the page would be easier to use if there were navigational links

that connect to content throughout the page (meaning the section needed navigation versus just links
off of bullet points within the content of the page) as well as search options for content within the

section.

* Respondents in both segments commented that they appreciated the historical images running along
the right hand side of the page but felt that the space could be better used to evenly distribute and
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organize the content that ran down the left hand side of the page. All commented that the page scrolled
down much too long with important information getting lost as the bottom, in the absence of
navigation.

Code Compliance
City of Austin - Code Compliance
- ‘ =} http://www.ci.austin.tx.us/code/compliance/ ¢ | (Qr Google

[0 &## MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv »

.

A U§TI] ] Search “Find! ) Options [_Select a service %) Select a map B)
oo g in ]

Directory | Departments | FAQ | Links | Site Map | Help | Contact Us

CITY CONNECTION,,

‘ ) 4 ‘r,\\_
il v 3 _ ‘—;M a
Code Compliance

Mission Statement

Common
Complaints/Violations

Our mission is to attain compliance with City
codes regarding land use regulations and the
Other Agencies maintenance of structures and premises

through education, tion, enf t
Public —ce- rough education, cooperation, enforcemen

Enforcement (PACE) and abatement to achieve a cleaner, healthier |

and safer City.
Your Responsibliities

Announcement of
Contact Us Stakeholder Meetings
i for the "Residential Rental Registration Program"

Directory of Services

The Code Compliance Department of the City of Austin is soliciting input from
individuals and groups with interest regarding the development of a draft rental
Code Volunteer registration program to present to City Council. The City Council passed a

Programs resolution July 23, 2009 directing staff to work with interested stakeholders to
develop a program to register residential rental units. Stakeholder input will be
considered in the development of a draft ordinance.

¢ Although respondents had a better perception of the page layout and organization for Code Compliance
than with the other pages they viewed on the site, many respondents had a difficult time grasping the
specific purpose and options available through this section; what was meaningful to them as users.

* Onerespondent, in the Construction/Developer segment called out an interest in having a directory or
searchable database of codes, as well as the ability to learn about recent changes to codes.
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Council Meeting Information Center

City of Austin, Office of the City Clerk - City Council Meeting Information Center
« | > - Elhttp://www.ci.austin.tx.us/cityclerk/edims/council_meeting_info_center.htr» ¢ | (Qr Google

(O i MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projecty >

.
AU§TIN Search (Find! ) Options [ Select a service + [ Select a map =)
i P ] Directory | Departments | FAQ | Links | Site Map | Help | Contact Us
CiITY CONNECTION,, |
P - :
e A
Council Meeting Information Center
Your one-stop source for Austin City Council meeting information
Next Scheduled Meeting
Austin City Council
Home Page 6/24/2010 - Regular Meeting of the Austin City Council Draft Agenda*
* Draft agendas are subject to change without notice.
Schedule of 2010
Council Meetings Index of Council Agendas | Video: City of Austin Channel &
Council Meeti N . .
R ngs Recent Meetings Earlier Meetings...
Agendas, approved meeting minutes, video, transcripts, ordinances and resolutions,
Closed-caption work papers, drafts and other records by meeting date
Transcripts ! -
6/10/2010  Regular Meeting of the Austin City Council Details
Need help finding
a document? 5/27/2010  Regular Meeting of the Austin City Council Details
Keyword Search 5/27/2010  Austin Housing Finance Corporation (AHFC) Details
Contact the Office of Board of Directors Meeting
the City Clerk: 5/26/2010  Special Called Mesting of the Austin City Council Details
- (512) 974-2210 East 11th and 12th Street Town Hall Meeting
+» Send Email R
5/13/2010  Regular Meeting of the Austin City Council Details v

* Respondents, from both segments, clearly understood the focus and intent of the page and felt that the
information available in this section was valuable.

* Although respondents received the content provided by this section positively, they felt that more
specific information for each listed meeting would make it easier to use and view. Specifically,
respondents wanted to see a brief description of agenda items for each meeting (past and future),
without having to click on the Agenda or Details link.

* Respondents wanted a more obvious search to help locate specific topics of interest within this section.
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Economic Growth and Redevelopment Services

City of Austin - Economic Growth and Redevelopment Services

- | » || + [Elhttp://www.ci.austin.tx.us/redevelopment/ ¢ | (Qr Google
[0 2 MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv »
* ™\
A USTH ] Search (Find' ) Options [ Selectaservice 3 Selectamap 1)
oo e n s ] Directory | Departments | FAQ | Links | Site Map | Help | Contact Us
CITYCONNECY|ONN

Economic Growth and Redevelopment Services Office

As a vital component of the city's economic development program, the
Economic Growth and Redevelopment Services Office was created to [
manage the city's economic development policies and to promote and

facilitate sustainable growth in the Desired Development Zone, in partnership
with the community, project developers and the City of Austin organization.

The goal is to enhance livability and economic viability in a manner that
preserves the character of Austin and its environment. e.d.ns.o.

: . econocmic growth
e Economic Development Agreement Information =

e Desired Development Zone Map (1.2MB PDF).
NEWS

February 25, 2010

Economic Development Proposal — Facebook, Inc.: The Economic Development Growth and
Redevelopment Services Office will have a public comment period commencing February 25,
2010 regarding an economic development proposal between the City of Austin and Facebook.
The public comment period will commence at 12:00 p.m. on Thursday, February 25, 2010 and
continue through 5:00 p.m. on Sunday, March 7, 2010. All written comments will be provided to
City Council on Monday, March 8, 2010. Economic Development Proposal documents and

information for the City Council meeting can be accessed here.

February 25, 2010
Economic Development Proposal — Yingli Green Energy Americas, Inc.: The Economic

Development Growth and Redevelopment Services Office will have a public comment period

* The most common feedback received by respondents about this page, in both groups, was the
overwhelming length and need to scroll in order to locate information.

* Some felt that the contact information was a valuable part of the page and was buried at the bottom.
Respondents wanted to see that section moved up to a more easily accessible section.

¢ A few respondents felt that the news section was too long and should feature shorter abstracts and
links to stories, rather than paragraphs that increase the length of the page.
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* The lack of color and sparse design scheme was viewed as plain, simple and clinical to some
respondents.
* None of the Small Business respondents noticed the link to the Small Business Development Program.

Response and Perception of Peer Websites:
The presentation of the three peer websites, chosen by the City of Austin web team as being aspirational to

Austin, provided respondents with a number of features and ideas that were viewed as things that should
be considered for a future version of a website for the City of Austin. Common areas on all three websites
that were received positively by respondents included the consistent menu bar running along the top, a
relevant and identifiable image representing the city, and easily accessible and obvious dropdown menus
for navigation.

San Francisco
A6 Welcome to SFGOV:City and County of San Francisco Official site

« ‘ [ + EZnttp:/ jwww.ci.sf.ca.us/ ¢ | Qr san fransisco (+)
0 ## MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv Steelv Massagev 3Sabbiesv
I oo 4 SFGov | Residents | Business | Government | Visitors | Online Services » Help M

City and County of

San Francisco

£ ;)/(/:/(y/”,p Mayor Newsom Board of Supervisors City Agencies City Services

Find Information

A Most Requested
Economic Stimulus : :
e
Legislation
Neighborhood Resources ¥
G D

News Blog £\ |1 Mayor Newsom Proposes 2010-11 Balanced Budget o e < >
Social Media Center Government TV San Francisco Budget Are You Ready?
Find the City beyond SFGOV Watch your City in Action Fiscal Year 2010-11 Emergency Services

and Public Safety

O & .
£ 4 ?,’\ ¥ SFGTV

* The design used for the San Francisco website was very polarizing for respondents in the business
group, as it was for the residents. About half of the respondents, in both groups, felt that the website
presented a fresh, modern view and were attracted to the series of rotating images used as feature
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highlights in the middle of the page. The remaining respondents felt that the images were distracting
and distracted from the real value of the website.

* Theinclusion of a ‘Most Requested’ expandable dropdown was a standout to many respondents, in
both groups, who appreciated the ability to locate frequently used areas of the website in one common
area.

* The rotating carousel at the bottom of the page was also somewhat polarizing across these business
users groups. Although some respondents viewed it as “slick” and an effective way to control vertical
scrolling down the page, others felt that the functionality was not obvious and were not aware that it
moved until they were shown the arrows to control the area.

Boston

Welcome | City of Boston
< | > | \ﬁ@ http: / /www.cityofboston.gov/ ¢ | Q- san fransisco o)

iiiI MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectv Steelv Massagev 3Sabbiesv

City of Boston.gov

Home Online Services = Residents = Businesses = Visitors = Students

overnment Text size: [A||A] A

Welcome! Friday, June 18, 2010 Search:
Read Your Way to Fenway Translate »
Boston youth ages 5-17 are invited to enter to win a chance for two
tickets a Boston Red Sox game. All you have to do is read three
books, write an essay about your favorite, and return your a
compl'eted entry form to your branch Ilbra'ry by July 30th. EsPaﬁo' Portugése
Entry Form » TIENG VIET  Frangais
Constituent Services NG ' ¢
24 Hours a Day, 7 Days a Week ==l More »

Arts, Tourism & Special Events Summer Brochure
Find information on Harborfest, 4th of July Celebrations, the Harbor
Islands, Monday Night Movies, Dorothy Curran Concert Series, Calendar »

Payment s Waterfront Performing Arts Series, paraces, processions, feasts,
fse‘.jsrtvl‘\:‘lasr, Ba:;rmgez!ow » B See a listing of City Events and
o : Public Meetings.
View Calendar »
Job Postings. s
0 Mayor's Office »
Clty Depaments o Summer in the Parks
ParkARTS offers activities and events for residents and visitors of all .
Select a Department + o ages. From Wednesday night concerts on City Hall Plaza to RRYCHEIR GommPi
o g : neighborhood crafts workshops for youngsters, we have something
Y Y .~ for everyone. Mayor's Priorities
Most R ested Pages S ParkARTS Summer Guide 2010 » [
o o8 Parb ARTS  View parks Calencar > News & Press Releases

Weekly Column

Boston EMT 6-Month Course

Boston EMS s offering a 6-month Basic EMT Course beginning i il »
August 17, 2010. Registration for the course is now open. Course Clly Council

size may be limited so early registration is encouraged.

Fall 2010 Brochure » [F Councillor Biographies

Schedule of Meetings

* The website for Boston received praise from many of the respondents, in both groups, for its organized
structure and appearance; however, some respondents felt that the design and color scheme used on
the website felt “cold” or “formal.

SteelSMBologylll IINENI| [N S

<« »(



IDI Qualitative Research Study of COA Website Target Groups Page 31

* Aswasseen in the San Francisco website, a ‘Most Requested’ section stood out, in both groups, as an
area of interest and value to respondents.

* Respondents, in both groups, felt that the ‘Welcome’ section in the middle of the page struck a good
balance between providing information, without becoming overwhelming.

* One of the standout areas of the Boston website, to Small Business Owners, was its concentration on
Students, as they are a large population in Austin.

* Another popular feature seen on the Boston website was the obvious ability to translate the page into a
number of different languages. Respondents, in both business groups like the residents group,
appreciated this feature as respondents felt that the Austin area is a melting pot of people from
different backgrounds and cultures.

Kansas City

City of Kansas City, Missouri

< ‘ > ||+ ‘8http:/Iwww.kcmo.org/CKCMO/index.htm ¢ | ( Q- kansas city ()
[ i  MobileMe iGoogle Twitter / Home Linkedin Facebook | Cheryl Habbe House & Financialv City of Austin Projectvy Steelv Massagev 3Sabbiesv

Residents Business Visitors

City Officials

IWantTo.. e eI
* * *
[ Apply =)
; = $24 million in new neighborhood funds approved ‘
|_Contact/Reach v “Each council district will have $4 million dollars for small neighborhood
projects in addition to what they normally get for capital improvements,” . KANSAS CITY
[ Find 2] _" said Mayor Funkhouser. Make a capital improvement
requests. Neighborhood hearings schedule. Follow us on Facebook. All America City Convention in
(Ger >) Kansas City
: 3 This year Kansas City, Missouri plays host to the
| Pay & 5 National Civic League’s All-America City Awards
| City Is addressing weed violations competition June 16-18. The City of Kansas City,
In an effort to address violations of City codes that involve tall weeds, Mo. d d 2008 past award
( Register 3] isa proud sponsoran past awa
|_Reg 2 trash and debris the City has begun abating these violations and is
winner. quw video. Help the City of Kansas
= _  charging property owner the costs associated with this action. More. City, Mo. visitors of neighb.
(_ subscripe ) 1 towns, cities, counties and metropolnlan regions
& -L. all over America. More.
[ Report =)
Schedule of events
; n [T World Cup Watch Party
(_Request v A - The Kansas City Wizards, the Kansas City Power & Light District and the
——— e Kansas City/USA Host City Bid Committee announced all 84 matches of
| Watc! v this summer's FIFA World Cup will be shown live at the 2010 Summer of City Calendar
WORLD CUP ! June
WATCH PARTY Soccer in the Living Room at KC Live! More. Schedule.
ks bbb i Public Meetings
About Us

City Government

Codes and Ordinances

City Departments

City engages In federal stimulus package process

The City applied for multiple federal stimulus grants in a variety of
programs. View complete list of the City federal stimulus proposals,
along with their summary sheets. Residents can track the American
Recovery and Reinvestment Act progress; check grant availability; and
learn more about statewide efforts. Information on Neighborhood

~ Stabilization Program stimulus funding also is available.

City Officials

Mark Funkhouser, Mayor

City Council
[ Select Department D) City Manager \
Contact Us Parks Board
By Department Police Board
By Mayor
By City Councll Media Center
By City Manager
Web Editor City News B
Call 311 or (816) 513-1313 to : M
be connected to City City Logos

Respondents, in both groups, commented positively on the on the “warm” and “bright” color scheme.
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¢ Although the ‘Highlights’ section in the middle of the page was similar to what was seen on the Boston
website, respondents, in both groups, commented that the section was too crowded and cluttered.

* Like in the residents group, the ‘1 Want To’ section on the left hand side of the page was very polarizing.
Some respondents felt that the concept was a good way of approaching tactical activities on the
website; while others felt that the categories were too vague.

Existing Behavior and Expectations of the City’s Website:

Respondents were asked whether they had visited the website in the past, and if so, what types of activities
usually brought them to the website. Some respondents reported visiting the website on a regular basis to
look up information on licenses and permits, City services, parks and recreation, and upcoming events. In
general, respondents felt that the website was delivering most of those needs, although respondents called
out that they wanted access to more specific detail in an easier and more obvious way.

SMALL BUSINESS Owners
The majority of Small Business respondents were existing users of the website on some level. Respondents

reported visiting the website on a regular basis to look up information on licenses and permits, parks and

recreation, and upcoming events.

When asked about desired activities or features that were not currently offered on the website,
respondents were able to point to some specific activities:

* Ability to complete activities online, such as paying taxes or registering to vote

* DMore statistics and information about the city

Respondents were also asked to detail areas that would not be appropriate or a good match for the website.
Across the segments, respondents called out a few specific examples:

* Advertising

¢ Political promotion

* Anything veering too much into the category of Social Networking

Descriptions of the website as it exists today and descriptions of expectations for a future version of the
website:

Words Used to Describe the Current Website Words Used to Describe a Future Website
Easy-to-use Easy-to-use
Not busy Informative
Arduous Useful
Not user-friendly Not busy
Clinical Dynamic
Intuitive
Functional
Event Oriented

SteelSMBologylll HIIEENN| [N NS




IDI Qualitative Research Study of COA Website Target Groups Page 33

Business Users in CONSTRUCTION/REAL ESTATE/DEVELOPMENT
The majority of Construction/Real Estate/Development respondents were existing users of the website on

some level. Some respondents reported visiting the website on a regular basis to look up information on
City services, parks and recreation, and upcoming events. Others visited for Information on City Council
Meetings and City Council meeting minutes and Zoning Regulations. It is important to note here that while
the previous research indicated that this user group contained “heavy users” of codes and regulations, the
respondents who agreed to be interviewed as part of this study did not have the job responsibilities that
required or included these activities. Specific needs, wants, and preferences for that section will need to be
obtained by combining the information received from the first stage of research, and a Product Gap study
that will follow as the third stage of research in this project.

Respondents were asked to describe the features they would expect to see available on the website.
Expectations and needs for features and information on the current website were similar across all
respondents, regardless of user segment:

* (Civicrelated needs: connections to City Council and updates to new regulations

* Access to information on utilities and City services
* Connection to information about Austin’s Parks and Recreation
* A calendar highlighting current events

When asked about desired activities or features that were not currently offered on the website,
respondents were able to point to some specific activities.
* DMore information about city events and activities

* DMore statistics and information about the city

Respondents were also asked to detail areas that would not be appropriate or a good match for the website.
Across the segments, respondents called out a few specific examples:

¢ Political promotion

* Weather

* Social event information that isn’t broadly focused to all residents of the city

Descriptions of the website as it exists today and descriptions of expectations for a future version of the
website:

Words Used to Describe the Current Website Words Used to Describe a Future Website

Easy-to-use Easy-to-use

Informative Eye-catching

Data Fully informative

Positive

Austin

Success

Future

Relevant
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Card Sort Exercise Findings

Top Features

Clear trends emerged from the Card Sort with interactive, functional tools and features becoming some of
the most popular features identified by respondents in all user groups. Features depending on technology
were also popular and interesting to respondents; however, most did not reach a large scale ‘Must Have’
response. Features that were deemed by many as unnecessary were often those that respondents felt could
be accomplished without the help of the website or those that would be perceived as useful in isolated
instances. The most common factor seen among features identified as potentially having a negative impact
on the website was the potential ability for uncensored comments, feedback and discussion to get out of
hand and devalue the quality of civic discourse.

Top Five Must Have Features

Feature Description Must Have
Online payments for utilities, tickets, court fees, library fines, etc. 25
Submit applications and forms online (such as permits) 21

Interactive Events Calendar for all City events (can filtered based
on users’ topic, preference and user can choose date range) 19
Interactive Maps - user enters an address and receives a map that
displays City services, Utilities, Parks, Road Closures, etc. on a

map 18

Permit Management - apply, pay, track progress of permits online 15

Top Five Nice to Have Features

Feature Description Nice to Have

Mobile version of the website (readable on a smart phone) 19

Social Media - alerts and City news on platforms such as Twitter
and Facebook 17

Interactive Maps with City development and redevelopment
information (neighborhood plans, zoning, etc) 16

Be able to book resources at City Parks online (pavilions, courts,
etc.) 15

Mobile applications for City Services (examples might be 311
information, look up crime statistics based on where you are or an
address you type in, tour information about interesting sites
around Austin, utilities usage information and payments) 15
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Top Five Unnecessary Features

Feature Description Unnecessary
All City data feeds available for GIS data aggregation
(development data, floodplain data, etc.) 10
Customizable City of Austin Home page - like iGoogle 9
My favorites - a place for users to save links to favorite pages 8

Grant Management - apply, track progress of grants via online
interface 6

Newsletters from the City (receive in email, by
topic/department) 6

Top Five Features that Would Negatively Impact Impression of Website

Feature Description Negative

Allow citizens to submit events for the calendar 5

Allow citizens the ability to comment on City Council Agenda items
online 5

Community Platforms - way for citizens to provide feedback, ask
questions, and communicate with each other in online groups set
up by interest or neighborhood (similar to Facebook Groups) 3

All City data feeds available for GIS data aggregation (development
data, floodplain data, etc.) 2

Two-way communication with City Government (allow comments
on content or blog entries, as well as public forum for questions) 2
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Respondent Submitted Feature Ideas

As part of the Card Sort exercise, respondents had the ability to submit their own ideas that they felt were
notincluded in the predetermined list of features. Some features were identified based on examples seen
during the Peer Website Review; while others were based on respondent needs and interests.

Verbatim feature ideas were captured as follows

Respondent Submitted Feature Ideas Based on Core Functionality, Website Navigation or Look and

Feel

Most requested pages

More colorful pictures

Better colors conveying Austin's spirit

Better photography

More emphasis on a "keyword" search bar

A few buttons for key aspects of the website

Attractive icons that make your search fun and easy

Add a "most viewed" or "most requested” link

Easy to find search area

Text size options

Graphics not only make it user friendly, but more exciting to look at
Consistent navigation/presentation website wide.

Frequently requested actions/services dropdown menus on main page
More visually dynamic (photos and design)

Website available in other languages

Translate options

Website available in other languages

City-wide website account

Different Font

Search bar in top right of page

Neighborhood based filter for service, news, events

City of San Francisco page is good example of visual/succinct info presented in single view; including
highlight section for a "topic of month"

May want to include areas on the page for technology updates, fine art events, community events,
philanthropic events

Austin Outdoors (everything related to outdoor activities)

Austin Original Shopping

Only in Austin Restaurants

Easily accessible calendar of upcoming events that actually stands out as one of the first things you see
Link to active resources/websites - road closures for upcoming races

Custom page has event, notification info
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Respondent Submitted Feature Ideas Based on School, Students and Education

Student section

School info (public and university)

Link for students (similar to Boston)

Resources link (such as educational, schools, etc.)

Respondent Submitted Feature Ideas Based on Austin News and Civically Minded Activities

Have a mayor link on top of the page - some sort of direction on what the mayor is doing

More obvious section on agendas that require local voting
Filtered RSS Feeds. City news broken down into 5 or 6 categories allowing each to be subscribed to.

More topics on news, specifically emergency topics

Alerts - in case of emergencies

Sex offender locator

Respondent Submitted Feature Ideas Based on Health and Medical Interests

Search navigation to help people find their health needs

Austin's Health, such as topics related to current health issues, i.e. flu, diabetes, allergies, etc.

Healthcare info - from city services to specialty hospitals

Respondent Submitted Feature Ideas Based on Visitors and Tourism

More visitor friendly with events, landmarks, walking or other tours

Option for residents and visitors
Respondent Submitted Feature Ideas Based on Local Interests and Information

[ would like to see a map of neighborhood parks with pictures - when wanting to take kids to something
new, a pic would show me if it was age appropriate

Link to local coupon websites: Adelio, Groupon, Thrillist

Add a link to parking lots and zones as well as potential current residential parking permit required
neighborhoods

Top companies/employers in area
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Recommendations
The following are recommendations to consider when approaching the redesign of the City of Austin
website:

* The structure of the site should allow for the different types of users, although the overriding segment
is Residents, there are specific needs that business users in construction or development look for.

* Navigation should be consistent throughout the site and include top level navigation regardless of the
department the user is in.

¢ Although the information about colleges and content most relevant to Tourists is not maintained by the
City, it is expected that a website provided by the City of Austin would include these topics. It is not
necessary to begin maintaining this content; from a user perspective, providing links that take the user
to a resource that has the information they are looking for is the same as providing it.

* The website graphics should include photography of sites from around the city and a graphical look and
feel that represents the residents of Austin. Respondents from all segments commented that the
website should represent the uniqueness of Austin.

* Color was discussed across most user groups along with photography described above, as Austin is
seen as a “colorful” city. In the review of peer sites the two sites that are “monochromatic” were seen to
be clinical, cold or stale. The peer site, Kansas City, that used a wider color palette and utilized color for
accents and content organization was better received.

¢ Inall areas, the content on the website should focus on the “mission” of the department as it relates to
the user/reader versus promoting the department and its staff as a primary goal. Although the
respondents did not say this verbatim, it is an interpretation for the confusion on those pages on the
current site that did not focus on what the information means to the user/reader.

* Interactive features and content is highly regarded by all user groups and should be considered for the
website redesign. That is information that allows the user to “manage” information such as: pay,
submit, filter, customize information to their area of focus, mobile applications, Social Media, etc..
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Appendix
Screeners
City of Austin IDIs: Urban Tech Savvy, Suburban Families and Older Urban Screener
May 17 - May 19, 2010 Austin, TX
Daily Schedule: Recruit one respondent per session time
10:00-11:00: IDI #1
11:00-12:00: IDI#2
12:00-1:00:  IDI #3
1:00-1:30: BREAK
1:30-2:30: IDI #4
2:30-3:30: IDI #5
3:30-4:30: IDI #6
4:30-5:30: IDI #7
5:30-6:00: BREAK
6:00-7:00: IDI #8
7:00-8:00: IDI #9
8:00-9:00: IDI #10
URBAN TECH SAVVY: Total of 6 subjects
¢ 3 females, 3 males
* No respondents with children
e Aged 24-34
¢ Self-identify as “Advanced” Internet User
¢ Livein an urban location
OLDER URBAN: Total of 4 subjects
¢ All females
* Aged 45 and older
* Identify as urban resident
*  One with an impairment
e All with lower income range, under $50K annually
SUBURBAN FAMILY: Total of 5 subjects
¢ 3 females, 2 males
* All respondents with children in the household
e Aged 24-54
¢ Self-identify as “Advanced Internet User”
¢ Livein a Suburban location
* 1 as Hispanic
**You can use past participants of focus groups, but not within the last 6 months**
1. Do you or anyone in your household work for any of the following: (IF ANY CHECKED,

TERMINATE)
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Market Research Company (
Advertising or PR Agency (
Media Company (
(
)

e N N

Internet Company
Federal, State or Local Government (

2. Have you ever participated in a focus group?
YES coereerrerneermeerser e sssesssess s () (CONTINUE)
o ST () (SKIPTO Q4)

3. When did you last participate in a focus group? (DO NOT READ)
Within the past 6 MONthS ... ( ) (TERMINATE)
6+ MONTNS A0 e () (CONTINUE)

4. How old are you? URBAN TECH SAVVY: 24 - 34, OLDER URBAN: 45 AND OLDER, SUBURBAN
FAMILIES: 24-54
UNdEr 18 YEATS couerreereerreesremseessenssessessesssessesssessessssessessssssenas ( ) (TERMINATE)
18 £0 23 YRAT'S .ot ( ) (TERMINATE)
T O =T | PSRRI () (CONTINUE FOR URBAN TECH SAVVY
AND SUBURBAN FAMILY)
35 = 44 JRATS..omtereerreersrereees st ssee s () (CONTINUE FOR SUBURBAN FAMILY)
45 - 55 JRATS ccovueeeeermeersereessseesssess s sssss s ssss s () (CONTINUE FOR SUBURBAN FAMILY
AND OLDER URBAN)
56 10 60 FEATS cvurevmrermeereeesseeessesssesssssssseesssssssssssssssessssssssssssseses () (CONTINUE FOR OLDER URBAN)
REFUSED () (TERMINATE)

5. Which of the following best describes your residential location (READ)
UTDaN o ettt et enen s () (CONTINUE FOR ‘OLDER URBAN’
AND ‘URBAN TECH SAVVY’, IF RECRUITING FOR ‘SUBURBAN FAMILY’, TERMINATE)
SUDUIDAN ..c.e et e enenees () (CONTINUE FOR ‘SUBURBAN
FAMILY’, IF RECRUITING FOR ‘OLDER URBAN’ AND ‘URBAN TECH SAVVY’, TERMINATE)
RUTAL oottt sss s es et ss s ssess s sp s () (TERMINATE)

6. What is your current marital status? RECRUIT 3 SINGLE/2 MARRIED FOR ‘OLDER URBAN’,

RECRUIT GOOD MIX FOR ‘URBAN TECH SAVVY’, RECRUIT ALL MARRIED/LIVING TOGETHER
FOR ‘SUBURBAN FAMILIES’

Single (unmarried, widowed, divorced/separated)............. () (IF RECRUITING FOR ‘SUBURBAN
FAMILY, TERMINATE. OTHERWISE CONTINUE.)
Married/Living together.........c e () (CONTINUETOQ7)

SteelSMBologylll HIIEENN| [N NS




IDI Qualitative Research Study of COA Website Target Groups Page 41

7. How many children are in the household, under the age of 18? NO CHILDREN UNDER 18 FOR
‘OLDER URBAN'’ OR ‘URBAN TECH SAVVY’, ALL ‘SUBURBAN FAMILY’ MUST HAVE ONE OR

MORE CHILDREN UNDER 18.

ONE i —————— () (IF ‘SUBURBAN FAMILY’, CONTINUE.
IF ‘URBAN TECH SAVVY’ OR ‘OLDER URBAN’, TERMINATE)

TWO ot ————— () (IF ‘SUBURBAN FAMILY’, CONTINUE.
IF ‘URBAN TECH SAVVY’ OR ‘OLDER URBAN’, TERMINATE)

TRIEE oot () (IF ‘SUBURBAN FAMILY’, CONTINUE.
IF ‘URBAN TECH SAVVY’ OR ‘OLDER URBAN’, TERMINATE)

FOUTL OF MOTE .. () (IF ‘SUBURBAN FAMILY’, CONTINUE.
IF ‘URBAN TECH SAVVY’ OR ‘OLDER URBAN’, TERMINATE)

NN ——————— () (IF‘URBAN TECH SAVVY OR ‘OLDER

URBAN’, CONTINUE. IF ‘SUBURBAN FAMILY’, TERMINATE)

8. Please select the word that best describes your level of Internet expertise. 'URBAN TECH SAVVY’
AND ‘SUBURBAN FAMILY’ MUST IDENTIFY AS ‘ ADVANCED’. READ AND RECORD FOR ‘OLDER

URBAN’

AdVANCed.......oooi i s () (IF URBAN TECH SAVVY OR
SUBURBAN FAMILY, CONTINUE TO Q9; IF OLDER URBAN, SKIP TO Q10)
Intermediate......c.oeieirere s s () (TERMINATE FOR URBAN TECH
SAVVY AND SUBURBAN FAMILY)

NOVICE ot ssaes () (TERMINATE FOR URBAN TECH

SAVVY AND SUBURBAN FAMILY)

9. FOR URBAN TECH SAVVY AND SUBURBAN FAMILY: Which of the following activities to do you
participate in on a regular basis? By participate we mean read and/or write, download or share.
(READ AND RECORD - ‘URBAN TECH SAVVY’ MUST PARTICIPATE IN AT LEAST 4 TO
CONTINUE TO Q11, ‘SUBURBAN FAMILY’ MUST PARTICIPATE IN SOCIAL NETWORKING IN
ORDER TO CONTINUE TO Q11)

Blogs and/or micro-blogging (€.g. public blog, TWItLEI) ...coirirerernerneerreerremsreesressssesressesse s sessssessesssssanes ()
Social networking - personal and/or professional (e.g. Facebook, LinkedIn) ... ()
Watch/listen, post, share, or download videos or audio files (e.g. YouTube, iTunes).......uesreenrerneens )
Post, share, or download photos and images (e.g. Flickr, PiCasa) ....cccoeemermemerserseeerssesseesssessessssessessseeanes ()
TEXUING OF MMS oo b R RS R R ()
WiKi (€.8. WiKipedia, PBWOTKS) cocucueeeieerereeeeseesersessessssssesessseessess s ssssssse s s sesssssssesssssssssssssssssssesasssssesasees ()
Social NeWS (€.8. AiZE, TEATIL) ..cureeereerirrereerreereer s s s s s s ()
Social bookmarking (e.g. del.icios.us, StUMDIE UPON) ...eureeemrrerererrreereerseesesssees e ssesssessesssesssesssssssessssesnes ()
Event communication (e.g. evite.COM, MEETUP.COM ... rurrirrrrereerseerseesseessesssesssessssssse s ssssssessesssssssesssssssessssssnes ()
Product or business reviews and opinions (e.g. yelp.com, epinion.CoOm).....cereneeenesssesesseennes ()
Community message boards (e.g. Yahoo! ANSwers, ASKVIIIE) ... sssssssssesseens ()
O el (SPOCI Y ) e ———————————— e ()
INONE Of ThE ADOVE ... (TERMINATE)

10. FOR OLDER URBAN: Do you have any of the following physical disabilities or impairments? (READ
AND CONTINUE TO Q11) RECRUIT ONE RESPONDENT FOR ‘OLDER URBAN’ WITH AN
IMPAIRMENT

SteelSMBologylll HIIEENN| [N NS




IDI Qualitative Research Study of COA Website Target Groups Page 42

No physical diSability........cccoeivirieiii i ()
ViSion diSability....ccccocceeriis e et ()
Hearing diSability ... ssessesssessssssessesssseans ()
LY oT o0 e U ST 1o} 1 U PO ()
Cognitive diSAbility ... ss s (TERMINATE)
Prefer NOT t0 ANSWET .. e sesss s s sssssans (TERMINATE)

Now, just a few questions for classification purposes:

11.

12.

13.

14.
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What is your current employment status? Are you...? (FOLOW TERM. CRITERIA, OTHERWISE,
RECRUIT A GOOD MIX)

Employed full time ()

Employed parttime ( )

Homemaker () (TERMINATE IF URBAN TECH SAVVY)

Student ()

Retired () (TERMINATE IF URBAN TECH SAVVY OR SUBURBAN FAMILY)
Or unemployed () (TERMINATE IF SUBURBAN FAMILY)

REFUSED () (TERMINATE)

Which one of the following categories best describes your educational status?

Less than high school graduate () (TERMINATE IF URBAN TECH
SAVVY OR SUBURBAN FAMILY)

High school graduate ()

Some college (includes two-year Associate degrees) ( )

Trade, technical or vocational school ()

College graduate ()

Post-graduate work or degree ()

REFUSED () (TERMINATE)

Which of the following best describes your race or ethnic status? Is that...(READ OUT AND
RECORD BELOW.)

White/Caucasian ()

Black/African American ()

Latina/Hispanic ()

Asian/Pacific Islander ()

Other ()

REFUSED () (TERMINATE)

And which of the following categories includes your household’s total annual income last year?
Less than $20,000 () (TERMINATE IF URBAN TECH SAVVY OR SUBURBAN
FAMILY, RECRUIT IF OLDER URBAN)

$20,000 to $34,999 () (TERMINATE IF URBAN TECH SAVVY OR SUBURBAN
FAMILY, RECRUIT IF OLDER URBAN))

$35,000 to $49,999 () (TERMINATE IF SUBURBAN FAMILY, RECRUIT IF
URBAN TECH SAVVY OR OLDER URBAN)

$50,000 to $74,999 () (TERMINATE IF OLDER URBAN, RECRUIT IF URBAN

TECH SAVVY OR SUBURBAN FAMILY)
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$75,000 to $99,999 () (TERMINATE IF OLDER URBAN, RECRUIT IF URBAN
TECH SAVVY OR SUBURBAN FAMILY)
Over $100,000 () (TERMINATE IF OLDER URBAN, RECRUIT IF URBAN TECH

SAVVY OR SUBURBAN FAMILY)

IF RESPONDENT IS ARTICULATE AND HAS NO SPEECH OR LANGUAGE DIFFICULTIES - INVITE TO
FOCUS GROUPS, OTHERWISE TERMINATE.

IF QUALIFIED, ASK: Would you be willing to participate in an informal one on one website evaluation? The
evaluation would last approximately 1 hour, and you will be paid $100 for your time and cooperation.

[s this something you are interested in doing?

IF YES, SET APPOINTMENT: DATE/TIME: . Please arrive 5-10
minutes before your scheduled appointment time.

Austin City Hall
301 W. Second St.
Austin, TX 78701

Check in details: Once you go through security, please take a seat in the main lobby and Liz will be down to
meet you.

REMIND ALL RESPONDENTS: If you require them, please bring your reading glasses. Thank you for your
cooperation during this discussion, we look forward to seeing you on (insert date) at (insert time).

GENERAL INSTRUCTIONS

- A list of all respondents recruited for each group with all key breakdowns must be supplied for
clients in the back room upon arrival to the facility.

- Use questions on the screener exactly as stated when making initial contact and when re-screening.
Never abbreviate.

- Inform us of any changes which are made during screening.

- Review all screeners to make sure all qualifications have been met.

- No respondents are to know each other prior to the session.

- All respondents must be able to speak clear and intelligible English.
- No respondents are to be recruited through any organization.
- CONFIRM ALL APPOINTMENTS ONE DAY PRIOR TO SESSIONS.

- IF ANY QUESTIONS ARISE DURING RECRUITING, CALL ME IMMEDIATELY.
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- I REQUIRE THAT ALL RESPONDENTS SIGN-OUT UPON RECEIPT OF INCENTIVE FEE PAYMENT.
THESE SIGN-OUT SHEETS MUST BE FORWARDED TO MY OFFICE UPON COMPLETION OF
SESSIONS. **THIS IS VERY IMPORTANT**
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City of Austin IDIs: Hispanic Bilingual Mother Screener

May 17 - May 19, 2010 Austin, TX
Daily Schedule: Recruit one respondent per session time
10:00-11:00: IDI #1

11:00-12:00: IDI#2

12:00-1:00:  IDI #3

1:00-1:30: BREAK

1:30-2:30: IDI #4

2:30-3:30: IDI #5

3:30-4:30: IDI #6

4:30-5:30: IDI #7

5:30-6:00: BREAK

6:00-7:00: IDI #8

7:00-8:00: IDI #9

8:00-9:00: IDI #10

Page 45

HISPANIC Bilingual Mother SEGMENT: Total of 5 subjects
¢ 5females
* 24-54yrsold
¢ All with children in the house
¢ All who identify themselves as Hispanic
¢ All bilingual English/Spanish

**You can use past participants of focus groups, but not within the last 6 months**

1. Do you or anyone in your household work for any of the following: (IF ANY CHECKED,
TERMINATE)

Market Research Company (
Advertising or PR Agency (
Media Company (
(
)

e N N

Internet Company
Federal, State or Local Government (

2. Have you ever participated in a focus group?
YES corerrrerrresressisssnsssssesssssssssssssssssssenns () (CONTINUE)
A R () (SKIPTOQ4)
3. When did you last participate in a focus group?

(DO NOT READ)

Within the past 6 MONthS ... ( ) (TERMINATE)
6+ MONTNS A0 e () (CONTINUE)

4. Which of the following best describes your race or ethnic status? Is that...(READ OUT AND RECORD
BELOW.)
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White/Caucasian ( ) (TERMINATE)
Black/African American () (TERMINATE)
Latina/Hispanic ()

Asian/Pacific Islander ( ) (TERMINATE)
Other () (TERMINATE)
REFUSED () (TERMINATE)

5. Are languages other than English spoken in your family home?

Yes CONTINUE TO Q6

No () (TERMINATE)

6. Which language(s) do you speak at home, other than English? RESPONDENT MUST ANSWER
‘SPANISH’, IF NOT, TERMINATE

7.  Whatis your current marital status?

Single (unmarried, widowed, divorced/separated)............. () (CONTINUE TO Q8)
Married/Living together.........c s () (CONTINUETO Q8)
8. How many children are in the household, under the age of 18? RECRUIT ALL WITH CHILDREN IN
THE HOUSE
ONE i —————— ()
TWO ot ————— ()
TRIEE oot ()
FOUTL OF MOTE .. ()
110 =PSSOSR () TERMINATE
9 Which of the following best describes your residential location RECRUIT GOOD MIX
UIDan ... .o s s ()
SUDUIDAN ..o s ()
RUTAL .ot ()

10 Please select the word that best describes your level of Internet expertise (READ AND RECORD)

AdVANCed.......cooi i s ()
Intermediate......coueiieieere s s ()
NOVICE ot ssaes ()

Now, just a few questions for classification purposes:

11. How old are you?
UNAEr 18 YEATS .cuirureereerreesremsreessensssessessesssesessssessessssssssssssssenns ( ) (TERMINATE)
18 £0 23 YEAT'S ottt ( ) (TERMINATE)
24 - 34 YRATS i ()
35 - 44 YRATS e ()
45 - 55 JOATS oererrrrrereerreessemssens e ss s ()
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56 £0 60 YEATS ... vvureerereereerseessensseessessssesse s ssssssesesssessaees ( ) (TERMINATE)
REFUSED ( ) (TERMINATE)

12. What is your current employment status? Are you...? (RECRUIT A GOOD MIX)

Employed full time (
Employed part time  (
Homemaker (
Student (
Retired (
Or unemployed (
REFUSED (

L N N —

(TERMINATE)

13. Which one of the following categories best describes your educational status?
Less than high school graduate (TERMINATE)

High school graduate

Some college (includes two-year Associate degrees) ( )

Trade, technical or vocational school

College graduate

Post-graduate work or degree ()
REFUSED () (TERMINATE)

()
()

()
()

14. And which of the following categories includes your household’s total annual income last year?

Less than $20,000 () TERMINATE
$20,000 to $34,999 ()
$35,000 to $49,999 ()
$50,000 to $74,999 ()
$75,000 to $99,999 ()

Over $100,000 ()

IF RESPONDENT IS ARTICULATE AND HAS NO SPEECH OR LANGUAGE DIFFICULTIES - INVITE TO
FOCUS GROUPS, OTHERWISE TERMINATE.

IF QUALIFIED, ASK: Would you be willing to participate in an informal one on one webwebsite evaluation?
The evaluation would last approximately 1 hour, and you will be paid $100 for your time and cooperation.

[s this something you are interested in doing?

IF YES, SET APPOINTMENT: DATE/TIME: . Please arrive 5-10
minutes before your scheduled appointment time.

Austin City Hall
301 W. Second St.
Austin, TX 78701

Check In Details: Once you go through security, please take a seat in the main lobby and Liz will be down to
meet you.
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REMIND ALL RESPONDENTS: If you require them, please bring your reading glasses. Thank you for your
cooperation during this discussion, we look forward to seeing you on (insert date) at (insert time).

GENERAL INSTRUCTIONS

- A list of all respondents recruited for each group with all key breakdowns must be supplied for
clients in the back room upon arrival to the facility.

- Use questions on the screener exactly as stated when making initial contact and when re-screening.
Never abbreviate.

- Inform us of any changes which are made during screening.

- Review all screeners to make sure all qualifications have been met.

- No respondents are to know each other prior to the session.

- All respondents must be able to speak clear and intelligible English.

- No respondents are to be recruited through any organization.
- CONFIRM ALL APPOINTMENTS ONE DAY PRIOR TO SESSIONS.

- IF ANY QUESTIONS ARISE DURING RECRUITING, CALL ME IMMEDIATELY.

- I REQUIRE THAT ALL RESPONDENTS SIGN-OUT UPON RECEIPT OF INCENTIVE FEE PAYMENT.
THESE SIGN-OUT SHEETS MUST BE FORWARDED TO MY OFFICE UPON COMPLETION OF
SESSIONS. **THIS IS VERY IMPORTANT**
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City of Austin IDIs: Small Business Segment and Construction/Real Estate/Development Segment

Screener

May 17 - May 19, 2010

Austin, TX

Daily Schedule: Recruit one respondent per session time

10:00-11:00: IDI #1
11:00-12:00: IDI #2
12:00-1:00:  IDI #3
1:00-1:30: BREAK
1:30-2:30: IDI #4
2:30-3:30: IDI #5
3:30-4:30: IDI #6
4:30-5:30: IDI #7
5:30-6:00: BREAK
6:00-7:00: IDI #8
7:00-8:00: IDI #9
8:00-9:00: IDI #10

CONSTRUCTION/REAL ESTATE/DEVELOPMENT SEGMENT: Total of 5 Subjects

Page 49

* 3 females/2 males
¢ All who work in job fields related to Construction/Real Estate/Development

SELF EMPLOYED/SMALL BUSINESS OWNER SCREENER: Total of 5 subjects
¢ 2 females/3 males
¢ All who are full-time, self-employed, or small business owners
* Any job field except those related to Construction/Real Estate/Development
* 3 identify themselves as “professional”

**You can use past participants of focus groups, but not within the last 6 months**

1. Do you or anyone in your household work for any of the following: (IF ANY CHECKED,
TERMINATE)

Market Research Company (
Advertising or PR Agency (
Media Company (
(
)

e N N

Internet Company
Federal, State or Local Government (

2. Have you ever participated in a focus group?
YOS correeereemeermeerees s () (CONTINUE)
o ST () (SKIPTO Q4)
3. When did you last participate in a focus group? (DO NOT READ)
Within the past 6 MONthS ... s ( ) (TERMINATE)
6+ MONTNS A0 v () (CONTINUE)
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4, Which of the following best describes your current employment status? (FOLLOW TERM
CRITERIA, OTHERWISE, RECRUIT GOOD MIX)

Full-time employee.......cccoveir i e e s ( ) TERMINATE IF S.E/SMALL
BIZ

Full-time self employed.........ccccmiiiiii e e ()

Part-time emMPlOYEE ... s s ( ) TERMINATE IF S.E/SMALL
BIZ

Part-time self eMPloyed......ceneneecee s ()

HOMEIMAKET ..ot ns s TERMINATE

8B 0T=) 40 o) o) 7= TSP TERMINATE

N 106 (=5 o LTSS TERMINATE

] D o PSP TERMINATE

5. Which of the following best describes the primary focus of your job field? (SELF
EMPLOYED/SMALL BIZ SHOULD NOT WORK IN THE FIELDS OF CONSTRUCTION,
ARCHITECTURE, ENGINEERING, REAL ESTATE, UTILITIES OR DEVELOPMENT)

Advertising/PR/Marketing/Research........nenensessnsennees ()

AGTICUITUTE ...t e s e ()

Arts & EntertaiNment...... s ()

Banking, insurance, financial SEIVICes ......cceermrerrerneeenserseesseessenssesssessseenns ()

BUSINESS SEIVICES .o ()

Computer retailer/reSeller ... ()

Computer hardware/software manufacturing.........oereeneesneesesseenne ()

CONSUILING overrerecreee et ns s ()

Construction, architecture, eNgINEETriNg .....curerrrrrrerreerreerseesreesseessesssessseenns ( ) CONT.FOR
CONST/RE/DEV

EAUCATION et ns s ss s sessssss s sssssans ()

Government, MIlITATY ... ss s ssseans ()

Healthcare /MediCal ... sessssss s ssseeans ()

INSUTANCE /1EZAL....cou et ()

Media: TV, cable, radio, Print. ... sessessseenns ()

Non-computer ManUfaCturing ......oceeeneeseesesnerserserseesessesssesssesssesssessssenns ()

NON-COMPULET TELAILET ..o et ss e ()

TeleCOMMUNICAIONS ...vvuiveeeereer s sees s ()

TranSpPOrtation .. ————— ()

Travel and reCreation..... s sssseans ()

REAL ESTALE ...eurvereeree et s ( ) CONT.FOR
CONST/RE/DEV

ULIlItIES, BNEIEY ot ss s ( ) CONT.FOR
CONST/RE/DEV

03 V) PP ()

6. Which of the following best describes the kind of work you do? (READ AND RECORD) RECRUIT 3
FOR SELF EMPLOYED/SMALL BUSINESS WHO IDENTIFY THEMSELVES AS “PROFESSIONAL”

T L A ()
ProfesSIONal.....c e ()
Sales & OffiCe SUPPOTL.. s ss s ()
Service/CUSTOMET SEIVICE....irrerererseereesseessesssessse s sessssssesssessssenns ()
SKIlled TTade ..coveeereereereer e ss s sssesssssssesssessssnns ()

SteelSMBologyill I |




IDI Qualitative Research Study of COA Website Target Groups Page 51

0 00 0 ()
Other (SPECIfY) s s ss s ()

Now, just a few questions for classification purposes:

7.

10

11.

12.
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What is your current marital status? RECRUIT GOOD MIX

Single (unmarried, widowed, divorced/separated)............. ()
Married/Living together.........c s ()
How many children are in the household, under the age of 187 RECRUIT GOOD MIX
ONE. i —————— ()
TWO ot ————— ()
TRIEE oot ()
FOUTL OF MOTE .. ()
NN ——————— ()

UIDan ... .o s s ()
SUDUIDAN ..o s ()
RUTAL .o ()

AdVANCed.......cooi i s ()
Intermediate......coueiieieere s s ()
NOVICE ot ssaes ()

How old are you?

UNAET 18 YEATS ccuererereerreesremseessenssessesssssesesssssssessssessesssssssenas ( ) (TERMINATE)
18 £0 23 YRAT'S .ottt ( ) (TERMINATE)
24 - 34 YRATS i ()
35 - 44 YRATS e nnees ()
45 = 55 JOATS iererrerrereerseessess s ()
56 £0 60 YEATS ...vvurererereereerseessems s ssssssesesssessaees ()
REFUSED () (TERMINATE)

Which one of the following categories best describes your educational status?

Less than high school graduate

High school graduate

Some college (includes two-year Associate degrees) ( )
Trade, technical or vocational school

College graduate

Post-graduate work or degree ()
REFUSED () (TERMINATE)

() (TERMINATE)
(

)

()
()
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13. Which of the following best describes your race or ethnic status? Is that...(READ OUT AND
RECORD BELOW.)

White/Caucasian
Black/African American
Latina/Hispanic
Asian/Pacific Islander
Other

REFUSED

[onn Wann Wann W Wann Wann

)
)
)
)
)
) (TERMINATE)

14. And which of the following categories includes your household’s total annual income last year?

Less than $20,000
$20,000 to $34,999

( ) TERMINATE

(
$35,000 to $49,999 (

(

(

TERMINATE

$50,000 to $74,999
$75,000 to $99,999
Over $100,000 ()

e e e e

IF RESPONDENT IS ARTICULATE AND HAS NO SPEECH OR LANGUAGE DIFFICULTIES - INVITE TO
FOCUS GROUPS, OTHERWISE TERMINATE.

IF QUALIFIED, ASK: Would you be willing to participate in an informal one on one website evaluation? The
evaluation would last approximately 1 hour, and you will be paid $100 for your time and cooperation.

[s this something you are interested in doing?

IF YES, SET APPOINTMENT: DATE/TIME: . Please arrive 5-10
minutes before your scheduled appointment time.

Austin City Hall
301 W. Second St.
Austin, TX 78701

Check In Details: Once you go through security, please take a seat in the main lobby and Liz will be down to
meet you.

REMIND ALL RESPONDENTS: If you require them, please bring your reading glasses. Thank you for your
cooperation during this discussion, we look forward to seeing you on (insert date) at (insert time).

GENERAL INSTRUCTIONS

- A list of all respondents recruited for each group with all key breakdowns must be supplied for
clients in the back room upon arrival to the facility.

- Use questions on the screener exactly as stated when making initial contact and when re-screening.
Never abbreviate.

- Inform us of any changes which are made during screening.
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- Review all screeners to make sure all qualifications have been met.

- No respondents are to know each other prior to the session.

- All respondents must be able to speak clear and intelligible English.
- No respondents are to be recruited through any organization.
- CONFIRM ALL APPOINTMENTS ONE DAY PRIOR TO SESSIONS.

- IF ANY QUESTIONS ARISE DURING RECRUITING, CALL ME IMMEDIATELY.

- I REQUIRE THAT ALL RESPONDENTS SIGN-OUT UPON RECEIPT OF INCENTIVE FEE PAYMENT.
THESE SIGN-OUT SHEETS MUST BE FORWARDED TO MY OFFICE UPON COMPLETION OF
SESSIONS. **THIS IS VERY IMPORTANT**
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Moderators Guide
CoA IDIs - Discussion Guide
May 18th - 20th 2010

I. Orientation (5 Minutes)
* Background

* Ground Rules/Disclaimers

II. Existing Experience and Needs (10 Minutes)
* What types of activities are you using the city’s website for today?

o When you use the website in your own life, do you typically find yourself going directly to the
area or features you need, or do you use a search tool to locate what you need?

*  When you think about the activities you do in your own life, what is most important for you to see on
the city’s website?

o Isthat being accomplished by the city’s website today? Discuss.

o Are there activities that you wish you could do using the city’s website that are not available
today?

* Are there elements of the city’s website that you feel are not important or not a good fit for the website?
o Ifso, what are they and why?

*  What words would you use to describe the city’s website as it exists today?

o Ifyou had to use one or two words to describe what a future version of the city’s website should
be, would you use the same words you just mentioned, or should it be something different? If
so, what?
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II1. City Website Review (10 Minutes)

* Let's take a walk through the website together. As we do, walk me through what you like and what you
dislike about the website.

Residents
The home page: http://www.ci.austin.tx.us/

http://www.ci.austin.tx.us/library/

http://www.ci.austin.tx.us/austinairport/

http://www.ci.austin.tx.us /health/

http://www.ci.austin.tx.us/sws/default.htm

Business
The home page: http://www.ci.austin.tx.us/

http://www.ci.austin.tx.us/development/

http://www.ci.austin.tx.us/code/compliance/

http://www.ci.austin.tx.us/cityclerk/edims/council meeting info center.htm

http://www.ci.austin.tx.us/redevelopment/
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IV. Peer Website Review (10 Minutes)

* Let’s take a walk through some other examples of city websites together. How do these compare to
what you have seen on the City of Austin website?

o Does anything stand out to you as something that you could see being incorporated into the
city’s website?

Kansas City kemo.org
Boston Boston.gov

San Francisco sfgov.org

V. Card Sort Exercise (20 Minutes)

* Infront of you are a pile of cards representing different pieces that could be part of a future design for
the City of Austin website. If you had the opportunity to create the ideal website for your own interests
and needs, what would it look like?

o Take some time to look through the cards and sort them into groups based on:
= Must have features
= Nice to have features
= Unnecessary features
= Features that have a negative impact on your impression of the website

o Isthere anything else not represented on this list that you would want to see on the website? Take
some time to write any ideas at the bottom and let me know which group your idea(s) belong in.

VI. Conclusions - (5 Minutes)
* Any ideas or advice for me to pass on to the City of Austin?
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Card Sort List

% Must Have v" Nice to Have x Unnecessary - Negative

Two-way communication with 311 (online chat or submit questions)

Two-way communication with City Government (allow comments on content or blog entries, as well as
public forum for questions)

Online payments for utilities, tickets, court fees, library fines, etc.
Submit applications and forms online (such as permits)

Interactive Events Calendar for all City events (can filtered based on users’ topic, preference and user can
choose date range)

Allow citizens to submit events for the calendar

Mobile version of the website (readable on a smart phone)

Mobile applications for City Services (examples might be 311 information, look up crime statistics based on
where you are or an address you type in, tour information about interesting websites around Austin,
utilities usage information and payments)

Social Media - alerts and City news on platforms such as Twitter and Facebook

Interactive Maps - user enters an address and receives a map that displays City services, Utilities, Parks,
Road Closures, etc. on a map

Be able to book resources at City Parks online (pavilions, courts, etc.)

Newsletters from the City (receive in email, by topic/department)

Data about City Finances online for public view

Interactive Maps with City development and redevelopment information (neighborhood plans, zoning, etc)
Volunteer Center - see opportunities and online sign-up

View and update library account information online

City Code lookup (input section # or keyword to search the City Code)

All City data feeds available for GIS data aggregation (development data, floodplain data, etc.)

Online reservations for classes, events, and other activities online
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Grant Management - apply, track progress of grants via online interface
Permit Management - apply, pay, track progress of permits online

Community Platforms - way for citizens to provide feedback, ask questions, and communicate with each
other in online groups set up by interest or neighborhood (similar to Facebook Groups)

Allow citizens the ability to comment on City Council Agenda items online
My favorites - a place for users to save links to favorite pages

Customizable City of Austin Home page - like iGoogle
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