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H————mmm
objectives

NARA is seeking to overhaul the archives.gov site beginning with a redesign of

t he

home pageé

A Several factors make this project necessary:

A

Many users find the site difficult to navigate and critical information hard to find.

A The home page is cluttered with too much information and redundant links.

A

Ongoing edits and updates have given many sections of the site an ad-hoc feel and have
diminished the strength of the overall organizational scheme.

A The purpose of this report is to:

A

v >y >y D>
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Present available site usage data in an easyto-understand, actionable format.
Identify core constituencies and their needs.

Analyze key site pages and identify areas needing improvement.

ldentify best -practices used by similar sites.

Present an overall strategy for the organization and visual design of the new site with initial
focus on the home page and key second-tier (portal) pages.
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Other, please specify:
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Jmployment Information

Federal Register
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site usage data analysis
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who is using the site?

Records

Manager, 1%

Govt. Journalist, 1%

Employee, 7% Genealogist,

23%

Other, 12%

Researcher,
14%

Veteran, 26%

Educator/Student,
18%

Notes:

A The top four user types (genealogist,
veteran, educator/student and
researcher) account for 81% of the
total visitors.

ANAOthero primarily <co
looking for general information or
browsing without a specific goal.

A The AGover nment
includes federal, state and local
government employees.

Empl

A Federal Records Managers have been
tracked in a separate ACSI Survey
since 10/1/2008 so it is likely that the
1% rate shown here under represents
the actual number of records
managers visiting the site.

source: ACSI Satisfaction Survey (1/1/2009-12/31/2009)
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H————mmm
what are they looking for (overall)?

Other, 13%

Records Mgt.
Guidance, 3%

Historical

Electronic

Records, 4%__ 31%

Genealogy
Information,

Documents,

Notes:

A The top three items (historical docs,
service records and genealogy
information) account for 81% of the
desired information.

AfnNOthero consists of
A Events Information (2%)

Lesson Plans (2%)

Federal Register Publications (2%)
Address/Hours (2%)

Online Exhibits (2%)

Ordering and Forms (1%)

Grant Information (1%)

Employment Information (1%)

> I I D D D D >

A The ACSI Survey includes a write-in
ROt her 0 category tha
12% of the total. Review of the write -in
results showed them to be largely
distributed among the top three items.
Consequently, this 12% has been
applied proportionately to these items.

24%
Veterans'
Service
Records, 26%
source: ACSI Satisfaction Survey (1/1/2009-12/31/2009)
3/25/2010
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what they are looking for (by audience)?

Top-Ranked Item Second -Ranked Item Third -Ranked Item
Genealogist or family Genealogy information
historian 67%
Veteran or vete Genealogy information
7%
Researcher
Lesson Plans
: Genealogy information
Journalist 10%
RecordsMgmt. Guidance
Federal govt. employee 50%
State or local govt. RecordsMgmt. Guidance
employee 20%

RecordsMgmt. Guidance

Federal Records Manager 33%

Other

source: ACSICluster Data Survey (12/1/2008-12/31/2009)
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H————mmm
what they are looking for (by audience)?

Notes:

A The majority of each audience group, from a high of 87% (genealogists) to a low of 62% (state
and local government officials), sought the three top -ranked items listed on the prior page.

AVisitors that selected AOthero and had a high s
the information they sought) were commonly looking for the following items:

A Information on specific historical events/eras (JFLK assassination, woman suffrage, Civil War, etc.)

A Electoral College information

A 75" Anniversary information

A Privacy policy

A Nonspecific browsing fjust seeing whatodos thereo

AVisitors that selected fAOtherd and had a | ow sat
the information they sought) were commonly looking for the following items:

A Information not maintained by the Archives (tax forms, US savings bonds, unemployment statistics, etc.)
Military record request forms (SF-127 and DD-214)

Hiring a researcher/meeting an archivist

Listing of events

Prologue magazine online

Microfilm for sale

Tour information

> > > > B> D>

source: ACSICluster Data Survey (12/1/2008-12/31/2009)
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what pages are they viewing?

Rank Page Name % of Views Views

1 World War Il Photos 5.4% 4,356,651
2 Home Page 4.5% 3,588,183
3 eVetRecs 3.9% 3,106,275
4 How to Request Military Service Records or Prove Military Sel 2.8% 2,222,906
5 Constitution of the United States 2.2% 1,763,827
6 Bill of Rights 1.8% 1,427,199
7 Declaration of Independence 1.5% 1,225,365
8 Resources for Genealogists and Family Historians 1.1% 878,243
9 Charters of Freedom 1.0% 840,071
10 DD Form 214, Discharge Papers and Separation Documents 1.0% 778,119
11 About NARA's Holdings 0.8% 616,232
12 Veterans and Their Families 0.8% 603,427
13 Military Personnel Records,-3B0 (St. Louis Archives) 0.7% 602,490
14 Transcript of the Constitution of the United States 0.7% 567,119
15 Military Personnel Records 0.7% 562,788
16 Archival Research Catalog (ARC) of the National Archives 0.7% 539,191
17 Bill of Rights Transcript 0.6% 518,040
18 Military Personnel Records,-3B0 (Veterans Section) 0.6% 513,795
19 Military Service Records and Official Military Personnel Files 0.6% 492,816
20 Visit Us 0.5% 426,943
Other 66.3% 53,273,404
Total 80,390,860

source: WebTrends Traffic Analysis (1/1/2009-12/31/2009)
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http://www.archives.gov/research/ww2/photos/
http://www.archives.gov/
http://www.archives.gov/veterans/evetrecs/
http://www.archives.gov/veterans/military-service-records/get-service-records.html
http://www.archives.gov/exhibits/charters/constitution.html
http://www.archives.gov/exhibits/charters/bill_of_rights.html
http://www.archives.gov/exhibits/charters/declaration.html
http://www.archives.gov/genealogy/
http://www.archives.gov/exhibits/charters/charters.html
http://www.archives.gov/veterans/military-service-records/dd-214.html
http://www.archives.gov/research/
http://www.archives.gov/veterans/
http://www.archives.gov/st-louis/military-personnel/standard-form-180.html
http://www.archives.gov/st-louis/military-personnel/standard-form-180.html
http://www.archives.gov/st-louis/military-personnel/standard-form-180.html
http://www.archives.gov/st-louis/military-personnel/standard-form-180.html
http://www.archives.gov/exhibits/charters/constitution_transcript.html
http://www.archives.gov/st-louis/military-personnel/
http://www.archives.gov/research/arc/
http://www.archives.gov/exhibits/charters/bill_of_rights_transcript.html
http://www.archives.gov/veterans/military-service-records/standard-form-180.html
http://www.archives.gov/veterans/military-service-records/standard-form-180.html
http://www.archives.gov/veterans/military-service-records/standard-form-180.html
http://www.archives.gov/veterans/military-service-records/standard-form-180.html
http://www.archives.gov/veterans/military-service-records/
http://www.archives.gov/nae/visit/

where do they click?

An analysis of the click stream data from
the home page clearly shows how visitors
are using this page to explore Archives.gov.

A There is a bounce rate (users who leave the page
before exploring further) of 45.2%.

A The users who do choose to stay click on links in
the following sections (in order of popularity):

AArchi ves.

A Most

> > > > >

over whel
Archi ves
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go208%or éo
Requesi78%9 o
Main Navigation Bar
Main Content Area
Databases & Tools
A Global Links

A Of the links in the main content area, the
maj ority
Locati onso

\

secti ol

| Democracy Starts Here

10.2%

E Nodata} 3
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H————mmm
where do they click? part I

Of the 20.8% of home page clicks that occur
within the fAArchives
distribution varies widely by audience type.*

ARrcHIVES.cOV FoOR...

A Genealogists and researchers account for the
majority of clicks within this section.

A The general public, veterans and records managers
also account for a reasonably large percentage of
clicks.

A Four links receive virtually no clicksd Preservation
and Archives Professionals, ISOO, Members of
Congress and Press. Preservation and Archives

’ Professionals
A  For further information on these audience types, see
Section Il of this report.

+General Public

ily Historians

Veterans and their Families

Educators and Students

Records Managers

Information Securit ecialists

Federal Emplovees

Members of Congress

'Press/Journalists

Ll mmmend e Lor 2

*While we believe that this analysis is helpful in determining which
audience groups are likely to utilize role-based links on the home
page, it is not an accurate measure of the distribution of users across
the site. For this measure, we have relied upon the ACSIsurvey data
shown on page 5.

less clicks -- more clicks

source: WebTrends Click Report (4/2009)
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what does this mean?

A Initial site efforts should address the key user groups as defined by the
traffic/click analysis and NARA priorities (see Section Ill for more detail).

A The distribution of materials being accessed roughly corresponds to the
percentage of related users.

A 24% of visitors identify themselves as genealogists/family historians and 24% of searches
are for genealogy-related information.

A 24% of visitors identify themselves as veterans/veteran family members and 26% of
searches are service recordrelated.

A While audienceb ased home page c¢licks don &E€Sldata theye s p ol
still support the prioritization of audience types proposed in Section Il of this report.

A Visitors spend a lot of time on the home page (00:01:02). This suggests
they have a difficult time finding where they need to go.

A Home page access is low (1.8MM views in 9.5MM visits). This suggests
users are directly accessing internal pages (either via search or bookmarks)
and increases the burden on internal pages to provide universal access.

A The 45.2% home page bounce rate is high and suggests users are unable
to find the i nformation they need an:
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what do visitors like about archives.gov?

NnEasy access to download request form

nilt has t he informﬁ%ion Ifwat
I n an easy to ac't %Sseformal? %lnlng v
NEndl ess i nformation. O

hvVery professignalk gy @kthe form that

nASoooo compr ehensi vel o

ASegment afiLeensbs on pl ans wor k w

NThat |t Oageagppcérelsmécep f%secondary

eacher s.

nSoli d i nformation architectur e, I n

ARnThe headings on the website a

source: ACSI Satisfaction Survey (7/1/2008-12/31/2008)
responses typical of users rating the site with a satisfaction score of 100
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H————mmm
what donot archives. gov

AThis 1 s way too complicated.

NA simpleastiyGegglseearch engi

ALess govdyerkmemeént _
nMor e acCess t o I nf or mat

g|ve |t

ANToo clutiﬁm%y 0 how
AAccuracy. o

NNeeds Simplificat

NEasier speed in finding what _
| 6m | oodkdomgch f BMake this site easier

\

jumping around the site.o
ANKI SS (keep i1t sol dier

APut all documents and photos in o

source: ACSI Satisfaction Survey (7/1/2008-12/31/2009)
responses typical of users rating the site with a satisfaction score of 0
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what does this mean?

A Overwhelmingly, visitors are impressed with the sheer quantity and quality
of information available on the site.

A Not surprisingly, the quantity of available information makes finding specific
items or accomplishing specific tasks frustrating for many visitors.

A What is surprising is that while many visitors were critical of the
organization of the site, many others praised the site for the same reason.

A Any redesign effort must be careful not to alienate frequent users who are
accustomed to the current layout and, through repeated use, know where
things are located. To this constituency, new is not always better.

A Many comments (not included in this report) are specific to particular tasks
and sections. Care should be taken to identify these types of comments
when redesigning deeper content areas.

3/25/2010 Archives.gov Site Analysis & Recommendations



H————mmm
what are they browsing with?

Notes:

IE 8.0, 13.3% A Together, IE and Firefox account for
90.65% of site visits.

A |IE 6.0 continues to lose popularity (it
accounted for 25.5% visits in the
previous version of this report).

ANnNOthero Iincludes the

browser types:

A Safari (0.22%)

A Opera (0.43%)

A Netscape Compatible (0.55%)
IE 7.0, 42.0% A Spiders (0.07%)

A Itis worth noting that c. 6,900 visits
out of 19.3MM were made using a WAP
or smart phone browser.

Mozilla, 7.8% Otherl, 1.6%

Firefox 2.x/1.x,
11.2%

Firefox 3.x,
7.9%

IE 6.0, 16.1%

source: WebTrends Traffic Analysis (1/1/2009-12/31/2009)
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H————mmm
how are visitors viewing the site?

65,536
800x600, Other, 24-bit (16 Color,
4650,  1.43% million), 5.00%

9.30% __

32-bit True
1024x640+ Color,
,93.07% 85.70%
Screen Resolution Color Depth
Thi s data I s consi stent with the standards descr.i

underscore the benefits of a wider (going from 750px to 800 -900px), graphically rich site design.

source: WebTrends Traffic Analysis (1/1/2009-12/31/2009)
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H————mmm
what technologies do they use?

Yes
100% No, 4.70%

Yes,
95.30%

Is JavaScript turned on? Is Java supported?

This suggests that a more robust implementation of client -side technologies (especially degradable
JavaScriptdriven AJAX, which is used onNARA@Work might be implemented to enhance user interactions.

source: WebTrends Traffic Analysis (1/1/2009-12/31/2009)
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e ———
veteran audience observations

The ACSICluster Data Survey provides some revealing insights regarding the
veterans and veteranso family members

A Overall the satisfaction level with the three primary categories of information (see
page 7) is above average (4" quintile). These scores are (on a scale from 0-100):
A Veterans Looking for Service Records: 73
A Veterans Looking for Historical Documents: 69
A Veterans Looking for Genealogical Information: 61

A Of the visitors who were dissatisfied with the site, the primary reason was due to an
inability to find service records for themselves or their family members.

A Potential improvements include:

A Making it easier to find family member records. Most people not looking for their own
records are looking for those of a parent or grandparent and would like searching options
tuned to their specific needs.

A Providing disclaimers for eVetRecsthat explain that: eVetRecsdoes not work in all browsers
and the sitebds certificate might not be recoc
provided for those that need to reach EVetRecsdirectly.

A Many visitors are looking to replace medals or records lost in a fire and would like
content/ searchability directly related to this circumstance.

3/25/2010 Archives.gov Site Analysis & Recommendations




H————mmm
genealogist audience observations

The ACSICluster Data Survey also provides insight regarding the genealogists
and family historians visiting the site:

A Genealogists are primarily looking for information related to the following terms:
A military records

census records

naturalization records

service records

immigration records

WWI records

A Unsatisfied genealogists are primarily looking for military and census records. They
are also seeking immigration records, and by a smaller percentage, naturalization
records.

A When linking to pay sites, clarify that they're free when accessed via Archives
Research Room. Related respondent replies include:
A "Building the Geneologytree required a subscription?"
A "My tax dollars pay for this site - why do | have to pay Ancestory.com again to get information."
A "Instead of giving me any info it kept forwarding me to fee -based sites. Not what | expected!!!"

> > > > > P
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section Il
visitor segments
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H————mmm
Introducing visitor segments

A To design a goal-focused site, it is critical to understand what types of
people are using the site (audience segments) and what they want to do
(goals).

A Seven segments were identified in the ACSI Satisfaction Survey:
A Genealogists/Family Historians (24%)
Vet erans/ Veteransod Families (24%)
Educators/Students (18%)
Researchers (13%)
General Users (12%) percentage has significant overlap with the other categories listed on this page.

L D> > > > >

Government Employees (8%) approximately 1/3 are seeking personal veteran and genealogy records
A Federal Records Managers (1%)

A Additionally, archives.gov currently has specialized information for:
A Preservation and Archives Professionals
A Information Security Specialists
A Members of Congress
A Print/Broadcast Journalists

3/25/2010 Archives.gov Site Analysis & Recommendations




H————mmm
approaching visitor segments

A Since the overwhelming concentration of visitors (over 80%) is clustered
within a few groups, initial work should be done addressing the needs of a
few segments:

A General Usersprimarily people seeking to visit an Archives facility

Genealogists/Family Historians

Vet erans/ Veteranso6 Families

Educators/Students

Researchers

Federal Records Managers

D I P

A Currently, the information required to build solid profiles of these user
groups is scarce. Further research should be done to determine:

A Personas for typical users within these groups.

A Browsing paths taken by these groups through the Archives.gov site.

A A clearer understanding of their objectives.

A A clearer understanding of their difficulties using the current site.

A These segment profiles are based on an analysis of frequently accessed
pages, ACSIsurvey comments and current NARA objectives.
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H————mmm
general users

Description
This segment accounts for less than 10% of site visits and consists of people planning a visit an
Archives facility or just seeking general information.

Typical Tasks

A Plan visits and learn about upcoming events at an Archives facility.
A View photos, historical documents and online exhibits.

A Read the Federal Register and other Archives publications.

A Get information and apply for jobs and grants.

A Access forms and ordering information.

Considerations

A Since this group is a catch-all for non-categorized visitors, perhaps it should be renamed and
narrowed to focus on people planning to visit the Archives (including those looking to supplement a
recent visit or seeking a virtual tour).

A Job and grant seekers are small, but vital subsets of this group and attention should be given to
provide a clear path to the relevant information and tools available to these groups.

3/25/2010 Archives.gov Site Analysis & Recommendations




H————mmm
genealogists & family historians

Description
This segment accounts for 24% of site visits and consists of both professional genealogists and
individuals interested in learning more about their family history.

Typical Tasks
A Find information about performing genealogical research.
A Learn what genealogical resources are available from NARA.

A View historical documents (service records, Native American census data, etc.) relevant to specific
family members.

A Access forms and ordering information to take research to the next level.

Considerations

A Archives.gov is not a general purpose genealogy site. Available resources and who they are
relevant for should be made immediately clear.

A There is significant content overlap between thi
information should be filtered so as to only present the content most relevant to genealogical
research.

A Specific user groups (e.g. veterans, American Indians, AfricanrAmericans) with more robust
historical content should be directly addressed.
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veterans & their families

Description
This segment accounts for 24% of site visits and consists of former armed service members and their
families.

Typical Tasks

A Access service records througheVetRecsor order copies online.

A Locate information on friends and people they served with.

A Access historical documents$ particularly those relevant to the military (WWII photos are popular).
A Understand what benefits are available to veterans and how to apply.

Considerations

A While the primary purpose of the site for this audience group revolves around obtaining service
records, it is clear the veterans who use the site are seeking information on all things military
(benefit applications, health records, lists of medals and commendations, former comrades, photos
of units and divisions).

A While the Archives is clearly not in the business of providing all of this information, research should
be done to determine the most commonly searched for items (most likely records and photos) and
employ a sophisticated online index to the other agencies that provide more comprehensive
information and services.
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educators & students

Description
This segment accounts for 18% of site visits and consists of educators and primary/secondary/college
students seeking to use the Archivesd resources f

Typical Tasks

A Plan visits and learn about relevant events at the Archives and its sister facilities (for class trips and
individual enrichment).

A View historical documents and online exhibits to produce reports and projects for American history
and civics classes.

A Access lesson plans.

A Access forms and ordering information to take research to the next level.

Considerations

A Lumping teachers and students into the same category may not be the most effective
organizational technique. There should be distinct differences in the online goals of these two
groups.

A Likewise, it may be prudent to break student information into kids and young adult categories. The
types of research performed, required tone of voice and visual display of information should be
markedly different between these sub-segments.
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researchers

Description
This segment accounts for 13% of site visits and consists of professional historians and other parties
seeking to use the Archives for serious research.

Typical Tasks

A Plan visits to Archives facilities for on-site research.
A View historical documents.

A Access online electronic records, especially photos.
A Access forms and ordering information.

Considerations

AThis group is comprised of professionals who tygj
Archives Their searches tend to be very specifi
or Ainformation on WWI I Ordnance plant near Mar i
made cl ear andriapdeof ¢ ool enalhoul d be provided to
records.

A A deeper analysis of site traffic data should show that this group is composed of people who use
the site frequently. This segment is probably the best candidate for any future initiative involving
portal page personalization.
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H————mmm
federal records managers

Description

This segment accounts for 1% of site visits* and consists of persons responsible for the storage,
management and archiving of agency records. Because aACSICustomer Satisfaction survey was
administered specifically to visitors within this category, we have a more thorough understanding of

who they are and what theyore |l ooking for. This I

Typical Tasks

A Refer to the fAWhat are records managers |l ooking
information visitors in this category are seeking.

Considerations

A While records managers may only account for a small amount of total site traffic, they are also a
major source of revenue for the Archives. This gives them an importance disproportionate to the
size of the audience and the segmentds role in ¢

A In the separate, records management ACSIsatisfaction survey, the overall satisfaction score (from
10/01/08-03/31/09) was 71 (compared to an overall site score of 67).

A Records managers ranked the siteds performanc
and 80, respectively.

A They gave search and navigation the lowest marks with respective scores of 69 and 68.

*according to NARA, this figure may under represent the actual number of RMs accessing the site.
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what types of records managers are visiting?

Policy
Development,

0,
o% Legal, 4%
__Training, 4%

IT,
10%

Other, 21%

Records
Management,
56%

Notes:

A This chart shows the primary
responsibility of records management
professionals visiting the site.

A The ACSISurvey includes a write-in
ROt her 0o category tha
21% of the total. Popular responses
within this category include:

Consultant
Administrative assistant
Federal employee
Records manager
Teacher/student
Business analyst

I I > D D D>

source: ACSIRecords Management Satisfaction Survey (10/1/20083/31/2009)

3/25/2010
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H————mmm
what are records managers looking for?

Notes:
Records . )
Scheduling  NARA Contact A About 2/3 of responses are clustered in
Training Info., ~ Info., 5% Info., 3% the top four categories (General

Agency- 12% General Records Regulations and Info.,

Specific Records Regs. Electronic Records Mgt. Guidance,
Records Mgt. & Info., 20%
Info.. 12% General Records Schedules and Other).

In these categories, responses are
distributed fairly evenly between them

A The AOthero categmry
response. Some of the more frequently
used responses include:

Other. 16% Electronic 2 churtnentlstandards
Records Mgt. A Disaster planning
Guidance, 16% A Best practices
A Conference information
A Records disposition
General Records A Training and tutorials
Schedules,
16%

source: ACSIRecords Management Satisfaction Survey (10/1/20083/31/2009)
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other visitor segments

Segment

% of visits

Description

Primary Goal

Typical Tasks

3/25/2010

Government Employees Journalists
Federal: 6% State/Local: 2% <1%
Employeesof federal, state and local Print, broadcast and online producers of
government agencies. journalistic content.
For federal employees, the goal is to find Report on current events concerning the
information that helps them perform their job. Archives and, when needed, supplement other
State and local employees tend to be more reporting with historical research.

interested in information for personal use.

Get Addresses/Hours of Operation

Find high-resolution images

View Current News & Events

Access Historical Documents

Access Forms and Ordering Information

A Get Employment Information
A View Federal Register
A Access Electronic Records

> > > >
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UNLOCK
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For Veterans
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Veterans and their Families

We protect veterans’ privacy. Requests for copies
of veterans’ Official Military Perscanel Files (OMPF)
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How to Request Military
Service Records or Prove
Military Service

Miltary personnel records can be used for proving
military service, or as a valuable tool in genealogical
research, Most veterans and their next-of-kin can
obtain free copes of their DD Form 214 (Report of

Separation) and other miltary and medical records
several ways
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about key pages

A Broadly, there are three main types of pages employed on the archives.gov

site. These pages are:
A Home Page: Gateway to the entire site that provides orientation for every user type.

A Section (Portal) Pages: Summary pages for individual sections that provide orientation and
information within specific categories (veterans, Archives locations, etc.)

A Content Pages: Pages containing information. These are the core pages of the site and are
accessed from section portal pages or other related content pages.

A At a conceptual level, this model works well and should be retained and
refined in any site redesign effort.

A There are however, several issues and inconsistencies in how this model is
applied. An analysis of how the current site handles these page types is the
subject of the following pages.
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home page anatomy

Key elements on the home page include:
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Global links present on every site page*

Slide show that links to site features and critical

content

Primary navigation*
Current news and events
Featured content

Links to archives locations
Site search tool
Role-based links*

Most requested content (corresponding to the
most accessed pages described in Section II)

. Links to databases and tools
11.

Links to disclaimers and other regulatory
content.*

primary categories of links (see the first bullet
point on the following page for further
description)
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