ANNEX 2 : Analysis of EC websites
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Module 2

Analysis of European Commission web sites related to mobility from the standpoint of user-friendliness.
Introduction
In order to provide a standardized approach that would ensure a certain methodological coherence it was decided to use Jakob Nielsen’s “Ten Usability Heuristics” (see explanation below).
2 separate groups of people from Finland took part in the evaluation (total of 25 participants) in 2006: a) the first group was composed of group of 11 unemployed women aged 21-25 (see detailed make up in the report below); 14 people (8 women and 6 men) made up the second group.
Please note that evaluation was performed on sites before September 2006.
Jakob Nielsen’s ten usability heuristics for website creation

The ten usability heuristics ensure a common ground for the student's usability analysis.

These are ten general principles for user interface design. They are called "heuristics" because they are more in the nature of rules of thumb than specific usability guidelines. 

Visibility of system status 

The system should always keep users informed about what is going on, through appropriate feedback within reasonable time. 

Match between system and the real world 

The system should speak the users' language, with words, phrases and concepts familiar to the user, rather than system-oriented terms. Follow real-world conventions, making information appear in a natural and logical order. 

User control and freedom 

Users often choose system functions by mistake and will need a clearly marked "emergency exit" to leave the unwanted state without having to go through an extended dialogue. Support undo and redo. 

Consistency and standards 

Users should not have to wonder whether different words, situations, or actions mean the same thing. Follow platform conventions. 

Error prevention 

Even better than good error messages is a careful design which prevents a problem from occurring in the first place. Either eliminate error-prone conditions or check for them and present users with a confirmation option before they commit to the action. 

Recognition rather than recall 

Minimize the user's memory load by making objects, actions, and options visible. The user should not have to remember information from one part of the dialogue to another. Instructions for use of the system should be visible or easily retrievable whenever appropriate. 

Flexibility and efficiency of use 

Accelerators -- unseen by the novice user -- may often speed up the interaction for the expert user such that the system can cater to both inexperienced and experienced users. Allow users to tailor frequent actions. 

Aesthetic and minimalist design 

Dialogues should not contain information which is irrelevant or rarely needed. Every extra unit of information in a dialogue competes with the relevant units of information and diminishes their relative visibility. 

Help users recognize, diagnose, and recover from errors 

Error messages should be expressed in plain language (no codes), precisely indicate the problem, and constructively suggest a solution. 

Help and documentation 

Even though it is better if the system can be used without documentation, it may be necessary to provide help and documentation. Any such information should be easy to search, focused on the user's task, list concrete steps to be carried out, and not be too large.

First Report

EU Mobility website usability testing in a Finnish adult college
(Savo Vocational College, Kuopio, Finland)

Before the students (11 unemployed women) were given the assignment of evaluating the usability of official EU mobility related websites, ten usability heuristics regarding website creation by Jakob Nielsen were introduced to them. The students were not obliged to use all of the ten heuristics, but to apply them as appropriate. The ten usability heuristics ensure a common ground for the student's usability analysis. Later on the student's analyses and a general introduction of the students' backgrounds will be introduced.

The students' backgrounds

The students, who carried out the analysis, are quite a heterogeneous group regarding their work and educational background. The group consists of 14 women, aged 21-45. Two of the students have a higher University degree, a couple with Polytechnic degrees, but the majority of them have upper secondary vocational degrees. Their work experience ranges from secretarial work to graphic design, IT- help desk, engineering, shop assistant and restaurant work and catering among other things.

The students worked in pairs when doing the analysis. 11 of 14 students carried out the assignment.

The analyses of official EU mobility websites

PLOTEUS

http://europa.eu.int/ploteus
Ploteus is a website offering training opportunities and information on studying in European countries. The overall layout of the pages seems clear, but finding relevant information is not easy. There is too much general, useless information.

Good properties

· clear layout, not too much text;
· pages can be found in Finnish;
· the Finnish subtitles are clear;
· exiting from the website is easy.
Undesirable properties

· The information is too heavily linked to other sites. It requires at least six clicks to get to the source of information, yet the information that you were really looking for cannot be found there;
· Finding a place to study was difficult;
· If you use the Google search in order to get to the site, key words do not direct you to the Ploteus site. You'll have to type in Ploteus to get to the site and even then it is redirected to another European website, where Ploteus has been moved;
· Using search words studying in Europe (in English!) will get you to the Ploteus site;
· Educational systems and exchange programmes were difficult to find;
· The information behind the main links is useless and unclear;
· The information regarding emigration, taxation or social security could not be found;
Things to be improved

· More important basic information regarding mobility (emigration) and educational opportunities should be added. The information should be behind the main links on the homepage

· The language on the pages should be more readable and clear, so that everybody may understand.
ERACAREERS

http://europa.eu.int  / http://europa.eu.int/eracareers
· The europa.eu.int general website is very comprehensive and there is an abundance of information available. The structure seems quite clear. There are plenty of feedback forms, the links are categorized according to topics 

· The links on the starting page are clear and in 20 different languages. Most of the further links are in English, though

Negative points

· Eracareers researchers' mobility portal, which can be found under the europa.eu.int site, is very unclear and the links on the left side are a colourful mess. The font sizes vary and this combined with the chaotic colour world creates a very cluttered feeling;
· In the front page there is a possibility to search for a country and topic on which you require information, but most searches give an abundance of results and it's difficult to find the exact info. One has to know very specifically what one is looking for;
· One needs very good language skills in order to understand the information

· The information should be more concise. There is too much text.

· The meta code keywords 'employment', 'mobility', 'job' and 'career' do not take you to the website through Google. 

Positive points

· It's easy to get back to the front page;
· Presence of a feedback form, where you can pick the topic. A chance to write the feedback in your own words;
· A map where you can click on a chosen country and it will take you to the country's own portal;
· The general europa.eu.int site can be quite easily found with meta code key words (even with Finnish words) such as studying/working/living in Europe;
· With meta code key words 'researcher, European union' the Eracareers link can be found in Google, but not in Finnish

CORDIS

http://cordis.europa.eu/en/
General notions:

· The link to Cordis can be found in the Finnish Academy homepage, but the link is old and even though it promises to connect in a few seconds, nothing happens. 

· The Finnish Science and Technology pages (research.fi) do not provide the link to "Cordis Finland", even though the above mentioned organisation seems to be the editor of the pages… In their source code the keywords cannot be found.

· With any of the Finnish search words the Cordis site cannot be found ('research and development project eu', 'eu development project',). With one Finnish keyword 'eu framework programme' the results lead to the Turku University website that has a link to old Cordis website that redirects you to the new address…
· Only if you type 'cordis' to Google will you find the address.
· In the Finnish Cordis News page, one of the news is in Finnish, but the link leads to English news;
· In the national programmes the Finnish Academy's research programmes' link cannot be found;
· News and events search results are in English;
· The language swap does not work without problems. There is no logic. The page cannot be switched from one language to another in a parallel manner. E.g. 'Innovaatiot Suomesssa’ does not change into 'Innovations in Finland'. It does not even change into the English homepage.

According to the principles of heuristic:
· You cannot find information in Finnish, the used language is all jargon;
· From a Finnish link you may end up to an English site;
· Search results on the Finnish pages appear in English;
· The language swap does not work; no logic;
· The recognition rather than recall –rule has not been taken into consideration at all. One must memorise a lot of things in order to use the pages effectively;
· The user interface is not uniform at all (strawberries have standards; eu websites don't; 
· There is no possibility to give any feedback;
· There is no consistency in the exit routes. Sometimes there is the link 'top', sometimes not. With the "back" browser function one can navigate better;
· There are no proper shortcuts, just ‘cul de sacs’;
· The URL of the pages has changed, but the redirecting function does not work properly. Lots of links should be updated. There was even one announcement that the domain is for sale;
· Finnish pages have English text;
· There is a sitemap available, but only in English.
SOLVIT

http://europa.eu.int/solvit
Negative points

· There was an error on the pages and one could not enter. One had to find a different link in order to get in;
· The pages do not offer any info on a citizen's rights when moving to another country, only solutions to problems that may occur when living abroad;
· Each link from the front page should open into a new window. It's very easy to get lost. Cannot find one's way back even to the front page;
· The content is unclear and ambiguous;. 

· The links often lead to totally different pages, even though you may think that you are still on Solvit pages;
· The sizes of files are not shown at all;
· The contact info of the national Solvit agency was not very easy to find;
· Different Solvit pages are anything but unanimous;
· The Solvit application forms are well hidden;
· Problems with many links: either obsolete and being redirected or do not work at all;
· Some of the pages do not open in the language that is being informed in the link;
· Very few search words and not even the search words in the source code do not work.
Positive points

· The site map;
· There is a link for feedback;
· IF you find the application form, it's clear.
EURES

http://europa.eu.int/eures
· According to the web page source code the pages should be found with following key words: Eures, directorate general of employment, employment, jobs, European jobs, living and working, living and working in Europe, free movement, labour market information, European labour market information, European union, eu.
· When testing the keywords, the Eures –pages were easiest found by using the words living and working in Europe. Other key words alone do not give search results among the first hits. By using combinations of different key words the website can be found;
· The quick search results open up to a site where you may determine if you wish to search from the entire Eures website or from a specific part of it. In the advanced search you may enter the state of which you wish to get information as well as the language. When the different language options were tested on the same topic the number of search results varied tremendously. E.g. target country was Greece, search language was German / English. The search word was studium (ge)/ education (en); the German version produced 2 results and the English version 21 results.

· The information found on different countries' education systems was surprisingly good and clearly structured. The problem is that you need quite extensive English skills in order to benefit from the site;
· Inequality between languages is the biggest problem on the site. You will get best results if searching in English, French or German, but a lot of people would need information in their native languages. With Finnish search words there is hardly any information available if you determine the state. If the state remains undetermined, you'll find information in Finnish concerning Finland, which is hardly of any use for anyone. 

Second Report

EU Mobility website usability testing in a Finnish adult college

(Savo Vocational College, Kuopio, Finland)

Before the students (14 unemployed persons) were given the assignment of evaluating the usability of official EU mobility related websites, ten usability heuristics regarding website creation by Jakob Nielsen were introduced to them. The students were not obliged to use all of the ten heuristics, but to apply them as appropriate. The ten usability heuristics ensure a common ground for the student's usability analysis. Later on the student's analyses and a general introduction of the students' backgrounds will be introduced.

The analyses of official EU mobility websites

PLOTEUS

http://europa.eu.int/ploteus
Ploteus is a website offering training opportunities and information on studying in European countries. The overall layout of the pages seems clear, but finding relevant information is not easy. There is too much general, useless information.

Good properties

· Visibility of state of service was good: one could see at all times from the bar where one is and the link to the homepage was always visible;
· Pages can be found in Finnish;
· Used language on the homepage was clear and easy to understand;
· Exiting from the website is easy;
· The layout of the pages is simple and easy to use regardless of the user’s skills; 

· Colours, aesthetics, minimalist design. No annoying details.
Undesirable properties

· Language changes in between pages and all info is not available in Finnish;
· Finding a place to study was difficult;
· There is no logic as to how and why and when the language changes from Finnish into English or some other language;
· The user may not receive the info that is being searched for due to the fact that all the info is not available in Finnish;
· The most essential information is written in English or some other language than Finnish;
· The link “to the beginning of the page” link works, but “to the beginning” link does not work;
· The pages do not include an individual back button, but you will have to use the browser’s button => this slow everything down;
· The external links from the pages do not open to a new window and it’s easy to get lost in the ‘page jungle’;
· It’s not easy to find the pages even with common search words. You have to know exactly what you are looking for and with what search words;
· There was no guidance or help as to how to use the pages; DIY method…

· Search was carried out by “studying in European countries”. After scrolling several Google pages, there was no trace of the Ploteus site. 
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The contents of the drop down menu were a bit strange and the language changes inside the drops. First the country is in the language of the country and the areas in the menu are in English. And the choice is strange: why central, east, north, south and west? If you look at Sweden the dropdown menu contents are cities…

Europa search link should open to a new window, because the user will definitely get lost when searching for info via that link. Returning back to the Ploteus site is very difficult.
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The information concerning studies or study places is VERY poor. The assumption was that one could get the info in Finnish, but it is not true. Sometimes there is info in Finnish, sometimes in some other language. We would definitely not start our studies abroad based on this site’s info!

ERACAREERS
http://europa.eu.int  / http://europa.eu.int/eracareers
Negative points

· Used search words “researcher’s international job possibilities”. It proved impossible to find the link to the Eracareers site at all through search. Obviously the meta names are very poor on this site;
· Difficulty in moving around the pages (once you manage to get there). You can from most pages only get back to the beginning by using the browser’s back arrow.

· Layout is a mess of colours. The menus are chaotic.

Positive points

· The terms used on the pages are quite understandable;
· The messages and related functions work well.
CORDIS

http://cordis.europa.eu/en/
Found the website with search words “community research”. That was relatively easy.

SOLVIT

http://europa.eu.int/solvit
A lot of time was spent trying out different search words, but nothing worked. Search criteria were very poor. You have to know the term “Solvit” in order to get to the site! If the term was known, however, it was the first result in Google and also in Finnish!

EURES

http://europa.eu.int/eures
According to the web page source code the pages should be found with  the following key words: Eures, directorate general of employment, employment, jobs, European jobs, living and working, living and working in Europe, free movement, labour market information, European labour market information, European union, eu;
Users tried to search with both Finnish and English search words like “jobs in Europe”, but the search did not give Eures as a result. When a user typed in “European Careers” he got the Researcher’s Mobility Portal” as a result!!! And when he was searching the Researcher’s portal, it was very difficult to find!!!

If one knows about Eures and types that in the search it is the first search result.

“working in Europe” (and it’s Finnish translation, too) gave search results. With the English version it was the first search hit. With the Finnish version you could find the link to Eures through the Commissions Finnish pages. 

Positive points

· The first impression of the pages after the language choice was positive. On the first page it was explained what this service was all about and there was a link to further info, which was easy to find and use. Even the contact info of the local EURES advisor was easy to find!!!

· The layout and colours were very nice and positive. It did not give an impression of a bureaucratic or stiff organisation behind the service;
· Navigation was also pretty easy on the pages: the navigation elements could be found in the same location on each page and the user interface informed where in the service you were surfing;
· The language used was concise and well written (sometimes they talked about the United Kingdom and sometimes about Britain in the same context);
· Moving between different services was easy on the pages;
· Clear menus;
· Main functions were clear and visible in the user interface. The homepage is logical and clear, subtitles further clarify the functions under main menus;
· Buttons were clearly positioned;
· There were no unnecessary animations.
Negative points

· ALL links should open to a new window! Some did, some didn’t;
· Contact info: guidance by phone requires some further clarification. HOW? 

· Some terms need further clarification (United Kingdom or Britain, or…);
· In order to get back to the homepage one has to use the browser’s back button. The site does not have “cancel” or “redo” functions;

· A strange feature: when the sitemap is opened, the portal gives you NEWS first. You only get to the sitemap by scrolling the view down A LOT;
· The language choice section on the first page can be a bit confusing for a beginner (abbreviations of languages in English);

· The Finnish site should add more meta words in Finnish. It’s not very easy to find the site with Finnish search words;

· There should be more guidance. A separate “Help” function would be useful when using the portal;

· When searching with Finnish words the site should open directly in Finnish without separate language choices;

· There were some strange language problems: In the middle of contents there was a “?” icon and it was assumed to get further info of the content. To the user’s surprise the function moved the user to an ENGLISH content! The user tested the same function on different pages and it always lead to the SAME English page regardless of on which site the “?” was.

· The user was searching for info on moving to Germany. He wanted info on financial arrangements etc. but could not find any info in Finnish. There was info in English, though. When doing the same procedure with Poland the listing was very clear what to do.
· Sometimes the search (e.g. when searching with a job title and country) could take over 30 seconds. It would be good to be able to change the country without having to start over the search process. That would enable faster searching of same info from different countries. (One can choose multiple countries in the beginning, though, which is good).
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