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How do people approach
the problem of finding
what they are looking for?
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Is finding information...

A technology problem?
A content problem?
A training problem?

An interface problem?

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

The classic interface model

Enter the Display Display

query results selected item
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Search and human interaction

THE RIGHT SEARCH FOR YOUR SITE

Evaluate
Formulate likelihood of
a question Refine success
search
Create . Select Examine
Review .
the results M se'lected
query item
Fa .- J‘,i
mﬂri—.‘: . i Try again EValuate

Usability research with health info sites

1: Test of a specific site

m Use of search was part of a more
general test

m Participants were asked to show

how they normally looked for
information

© 2003 WHITNEY QUESENBERY

success

14 participants who seek healthcare
information online

m  Aged 35-60

m Screened for frequent internet use

m  Expressed frustration in using the web

m  Screened for interest in specific conditions

2: Research on search

m Search tasks were spread across a
variety of sites with different search
features

m Both general health sites and sites
for specific conditions were used

18 participants with an interest in online
healthcare information
m  Aged 35-60
m  Screened for high internet use
m  Expressed little frustration in finding
information online
m  Screened for interest in specific conditions to
help focus tasks

THE RIGHT SEARCH FOR YOUR SITE

3: Usability tests during design

m  Search tasks were part of general
test of emerging design

m Three different tests over several

months, using structured interaction
and interview

© 2002, 2003 Whitney Quesenbery
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16 participants who use online health
information

m  Aged 25-50

m  Screened for high internet use

Screened for interest in site content, and
activity online within past three months

Page 3



Designing the Right Search For Your Site
Whitney Quesenbery, Whitney Interactive Design

Some surprises

More participants wanted search than
we had expected

JUST GIVE ME A

Those who use search regularly were PLACE TO TYPE
adamant about wanting search - :

I think I might have to
Many expected some kind of keyword type it in"

search and missed it if the links did not

oroduce results “T want to see a box

...like a search box"
They had opinions about where the “T guess my question is,
search box should be placed do they have a search”

Many were influenced by having a “I do miss being able to

search engine as their browser start just type somewhere...I

page - could get fo it quicker if
= {Ner‘e able to search” j

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

What did they mean by “search?”

FIND QUERY
| know exactly | can describe
what I'm what I'm looking
looking for and for and need a Fvl:e:EtEtoD be
just need to few good options taken through
find it
in a planned
way
BROWSE
| just want to
explore. I'll follow
) my nose.
P *i STRUCTURED
&r ” i | want to narrow
r ! down my choices
i, ! and then be able to
1 look through some
options
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: - gl m Precise way to locate
| Be G ew Fawenss loe b | . .
| o~ > - @ (3 G| Bsoneh (airermaes ety | ] abom ik * an item in a small
Mace Catalo rder ﬂ
T : number of steps
B aner tham e 2 i el el vou, traudh the -4
iy ' m For those who know
the domain well
_ m Have a second source
1. Enter the Item Mumber: @wﬁ.fxmbm.mw“m' of Informatlon
lining

ool MW ' m Need precision or
efficiency
[ oo |

| o

||l Totoemet E

1F you'd ke ta raquast A currant catalag, click here.

www.eddiebauer.com
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oo a2 = Typical “advanced
T search” interface

s s m Allows an open-
e © resrec s ended query
- P it @ m Simple one-field entry
R Cptthatnaigy F Sugans s
B m Complex multi-fielded
P—— search

wioraiz) it [bladder
e
Sublrn
Bashor Last Mamne First

Intiaks) [rr——

valurme

Etarting Page Number
Wordis) in Author  —

Amligion

I 1ssus dates.

seen 2] [ 2] swougn 1 [T 002 2]
Seorh | [ Gooe |

[T g et &

http://jama.ama-assn.org/
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Structured

internet Explorer

e

* Tom Salars

* Women's Sijes
* QuRervweac
\ Backs | dobak = = - @ 5] 3|

m Navigation through a
classification scheme
or menu hierarchy

m May use a hidden
search mechanism to
keep content evergreen

m Shortcuts allow users to

Nimeatary

+ shirts i

- Ekits

* Qussses
+ Mpde e Hatsh

+ Shogi
+ hggessories

underresar

jump through levels

www.eddiebauer.com

THE RIGHT SEARCH FOR YOUR SITE

Faverkos ook Help

=10/

'wﬂ m Exploration without

| depsk - o - D[ A Qeewch Girsvones | |aghess ] @eo ||
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- -
LCUTCO UL 10 vioris Groarost rocips Coloction

MOME | TAT | OHINK | LEARN | SHOP | RICIPLS | RESTAURANTS | 0O

entering search
criteria

Brewxe > Cheese

Refine by : Course / Meal | Preparstion | Cuising | Season / Docasion

Appetzers (315 Condumsnts (35 Hogs e (221)
Cookies (10) el Dish (587)

Eirnaklagt (68) Lmppert (220 Halad{174)

EEE

1. 18 of 1761 | Hext =
SADULT® PIMIENTO CHEESE
Gowrmet February 1559
ALMOND JOY CHERSEC AKE
Bon Appelit Febmuary 1995

ALMOND-CRUSTED CGOAT CHEESE SALAD WITH RASFREREY DRESTING
Bon Appétit August 001

Epicurious

AHGEL HATR FRITTATA
Fon Appétit Tuly 1992

% GOAT CHEESE GRATIN
Patricia Wells al Home in Provence

4| |
&7 hetp: kst condenet.comReaedajadschck e adsfwmee || o) Trtnmes

NS

&
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What makes a search
succeed or fail?

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY i3

Between thought and action...

Putting a question into words is hard for users...
Formulate
a question m They try to guess the correct type of language
to use

m They get “stuck” on specific words and have
trouble thinking of other terminology

m They try to be “precise” or to think “the way

Create .
the computer does

the query

... and they recognize the problem

Even relatively experienced searchers
expressed frustration about choosing
search terms

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY
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Finding the search box

Text entry boxes EMMEDLINEplus
have a strong s Health Information

“attraction” and users
will type in any
search

Clutter around the
box or being hidden By

in the headgr Gdd‘fTUde
decoration could Aok 8

make it hard to see
Most people don’t Daily Updates:

3MGe National Library of Medicine | National Institutes of Healtl

Search @ advanced Search  Site Map  About MEDLINEplus

even notice additional Hews, Tips & More

1 ADDitude Fies C lzirit
optlons arou nd the Againit t(BZEIISefSnr Tgﬁianlurs
box on their first Program
search ADDITUDE FOUNDATION

UMDERWRITES " OUR CHILD
AMD MJSIC WIORKSHOR

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

Seeing the results..or not

Even finding the list can be a
What did the /

challenge
computer
do?

m Search boxes above the results
were confusing
Review .
m Results links too far down the
page, or below a secondary

header were confusing
m Results links that were not the

Evaluate . }
likelihood most important thl_ng on the
of success page were confusing

m Links that didn’t look like links
were confusing

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY
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Seeing the results..or not

| B Edt Yew Fgerdes ook el
P | ek o - D[ A Doewch (EFavokes | agress [8] ey rrteed comjin x| PG0 ||Liks #
( = =]
w E
It says fo WebMDHealth
search i OMisd  Olmi  Qemfie  Queenmiso
] lmmmnﬂ uigk® ror  [aahd | in]
again... s ! .
A —
o Search results
Enamnacy Here are your search rasults for ‘adi’
Meikad IM? arch Again ln_m\d Suach
il Library
rugs & Herhs Pleaza choogn 8 8earch resulls catagony:
L EM.V.&MI&% [SILITLUN @) NEWS | (8 BEOARDS & CHAT | & SHOPMNG
M Libeary matchis 1-90 of 141
Magicy) Teste & Evams Pages: 1214 56700101112131415 < prvious | past >
Hiath.E Tools
WebMD Recommends You Visit Our:
Health & Wallness
FogdEHuiiin | St
Earengng & Preangncy
‘wiamen. Mun. A
S0t & Finess 1
Dgsn Origh, WD Litestie i
= AP [Heslh Tonies 47 Skt B WenD)
Results ||st WebHD Member Hore'slnm draft of a cans: arnend issund by the
Senvices ational Insteutes of Heakh, in which a panel of prafassianals
Maenbae Communities in Bwralth cany and other felds dienrined that ADHD was
HEUND Lo Evenls walid diagnesis although it could ret bi accurately ested foe e
il W Frafile [
FRelated Documerts
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i il

deback -+ - @D [ | Disewrch [alfavokes | Address [B] vofimenchceare ettt =] @G0 || Unks *
o . Burmau Lirks samch | Flae W =l

All Fasults

Results by saction
Baxs tashh duids (1)

Site Soavch

Search Results

You searched for inconbinence wormen AND men

1 articlas in Praxis.md contained your soarch quary.
Rafine waur suars

Results list

Search Tips
Your Search History

Ve

“There are no
headlines on
this page”

THE RIGHT SEARCH FOR YOUR SITE
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wie
1. Incomtinence
b Sunide ™ Urinary Tradk & Kidnays

Brawie Bush Practicn of
Madisine

Thoore & rpecaty

S Tup ol paye

Refine Your Search
Ennmphas bygs rbanaien OF "gangartive heast fullure

incontinence women and men

e
OO CmDeaom
Include
71 ast braction of Medicion - phyricien ral Farance
P gast aakh Guide - patiort refarance
T MERswsfalarts for physicens
P HEaLTHMaws/Alarts for patiants

F Erasis Unks detabars of wabones

I Prania Pubimed Hationsl Ubrary of Mediane shitram coBuaan|
[AiFeis =] [Fublshed Aer. =]
[Tyvpe of Anicte.. =] [Fublished Betore_ =]

[adediniaat =] Language =]

[ [ ket
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Reading a list of search results

Review
results

is in an article

Evaluate
likelihood
of success

THE RIGHT SEARCH FOR YOUR SITE

Two extremes

Good headlines

Abstracts act as introduction
to the content

On the About network: stress urinary incontinence

What are the types of urinary incontinence?
A look at the various types of urinary incontinence. Learn about the symptoms &
URL: hitp:/ womenshealth. about. com/libran weeklp 23071 7000, htm [About 'Women's Health)

Urinary Incontinence Treatment Options for YWarnen
Medical Treatrment options in physical therapy for loss of bladder contral and uril
URL: http://phyzicalther apy. about. comddibran /bl pelvicfloorbladdems. htm [Sbout Phyzical Thera)

Types of Urinary Incontinence in Women
Types of Urinary incontinence that causes loss of bladder control in women
URL: http://phyzicaltherapy. about. comddibrar /bl pelvicfloorblincontinence, hitm [About Physical 1

1t's Mo Laughing hatter
Mew Survey Reveals the Emaotional Impact of Incontinence
URL: hitp:/2seniariving about comdlibram/newsbwtes/bI0402_incontinence. htm [Sbout Senior Liv

Urinary Incontinence in Wornen--How it is diagnosed
How loss of bladder control and urinary incontinence difficulties id diagnosed in s
URL: http://physicaltherapy. about. com/Aibrary/bl/pelvicfloorblincontinencers. htm [About Physica

Al Bkt Hrinare Incantinence - Seniar Haalth - Nata 118158959

THE RIGHT SEARCH FOR YOUR SITE
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Users read the list as a page

m They rely on “headlines” to tell them what
m The abstracts need to convey the

difficulty, type and scope of the content

m Sometimes, reading the abstracts gave
them the information they needed

..and they count on it to be informative.

When the results list is chaotic or
uninformative, users give up quickly

© 2003 WHITNEY QUESENBERY
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m About as bad as it
got

Aricles matching "aladder

glogsan asp
aroblems &2
nril_problems a
doghos 520
prnl_doclor asg
Dasiiz a0

apiclas

o expecianp
basicsasp
dichns mgt alone S
prinl_basics asp
dochor conversstion 820
hoveasp
Rlp i Sk

nelping asp
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Results should be in priority order

Users universally assumed that the most important items
were at the top of the list.

Headline words count heavily in setting apparent priority

Results for: mncontinence

153 results found, sorted by relevance _ sortbydate | _hide summaries | 1-10 p

THE MERCK MANUAL, Sec. 17, Ch, 215, Urinary Incontinence 63 L
Transient incontinence is uncommon in younger persons but cotmon in the elderly, 03 Apr 02

ity whetn it should always be considered. It requires .. Find Similar
hifp Seww mereh comipubsimmanualysection ] 7ichapter 21 5/2 1 50 him - size 135K

THE MERCEK MANUAT, Sec. 17, Ch. 215, Urinary Incontinence 61%,
TUrinary mcontinence is abnormal regardless of age, mobility, mental status, or frailty. 03 Apr 02
Incontinent persons are frequently embarrassed Eind Similar

hittp Aeww merck.comipubsimmanual/section ] Tichapter215/2 1 5a.him - size 11.6K

THE MERCE MANUAL OF GERTATRICS, Sec. 12, Ch. 99, Urinary sge, L
Incontinence 03 Apr 02
Eight to 34% of community-dwelling elderly persons suffer from urnary Find Similar

incontinence; rates are higher in women than in men, and urinary ..
hifp Seww merch.comipubsimm_geriafrics'sec ] 2/ch39 him - size 507K

THE MERCEK MANUAT OF GERTATRICS, Sec. 13, Ch. 110 5705 Ll
Constipation, Diarrhea, and Fecal ... 03 Apr 02
(T simmbian b man Tmm Al mmink snnm miniinmm bn Al msmmint inmninln snnleinm m msmminn AnBnidiaem Find Similar

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

Identifying what’s beyond the link

The articles found are very heterogeneous, with little to
identify their content

d for adhd in All of the FDA Website |

Attention Disorder: Overcorming the Deficit; Abuse of Attention ...

.. Des Maoines Register on her treatment far attention-deficitthyp eractivity disorder
(ADHD} with Ritalin, the brand name for the stimulant medicine methylphenidate ..
hitpciiwnnnee fda. gowifdacifeature s 9971597 _adhd himl - Cached - 18k

hittp e, fda gowichergenadmin/pedlist pdf

« Drug Products Alprazolam Anxiety, panic Mo Mo Yes Yes Amphetamine/Dextroamphetami
ADHD Mo Mo Yes Yes ne Baclofen Treatment of spasticity resulting from spinal ..

Cached -

Investigators' Reports--Way-June 1992 FDA Consumer

. 80D, which falls under the umbrella of attention-deficithyperactivity disarder
(ADHD), is typically diagnosed in children who show signs of inattentiveness ..
hitpitwnsne fda gowifdacidepartsi 9987398 _irs html - Cached - 13k

Letters to the Editar--March-Aptil 2001 FOA Cansurmer

e Allovy this to occur, A Shackelford, RN, CCRN Danville,

Pa. Concerta for ADHD. In vour aficle on .

hitpcitwnanee fda gowifdacidepartsr2001 7201 _ltrs himl - Cached - Tk
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Search was no easier the second time

Changed the order

Used same words on a
different site

button a second time

THE RIGHT SEARCH FOR YOUR SITE

made no choices

Typed the same words again

Replaced words with phrases

Or just pressed the search

© 2003 WHITNEY QUESENBERY

Options to refine search were ignored

They looked at them, and

Even users who cared about
dates did not use date ranges
The most successful were
article types... but even these
were infrequently used

This site

doesn’t
look like it
T has
ry anything.
another
site

Review

results

When the results list does not look
like it will product a good article to
read, users give up on the whole
site quickly

Refine Your Search  Enter a free text or Boolean search term: By Authar:

Choose any additional Idepressiun
criteria then selectthe

Search Again button. Date:FromIU 'lto 12 x| months

Sorthy: € Publish Date

 Relevance  [Aphatract " L v ch Again

Ask The Expert
CME Circle

CME Spotlight

Conference Coverage

www.medscape.com

THE RIGHT SEARCH FOR YOUR SITE

© 2002, 2003 Whitney Quesenbery

© 2003 WHITNEY QUESENBERY

Page 12



Designing the Right Search For Your Site
Whitney Quesenbery, Whitney Interactive Design

Design Recommendations

Make search visible m Make search smart

m Put a simple entry box on the home m Use search engine features
page, in a visible position to help with misspellings

m Keep search in a standard location and synonyms

m Avoid clutter and other distractions = Provide recommended

links when appropriate

m Suggest good search terms
and examples

m Use metatags to customize
search

Make it a conversation
m Maintain context of page or

Make results meaningful
m Create informative link titles

m Make descriptions short, but
informative

m List results in priority - relevance order
Make advanced features make sense

m Save “advanced search” for content section, especially on large
(and users) that need it sites

m Provide other ways to “search” = Identify different types of

m Use links to search for common terms articles clearly

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

How do we put it all
together so people find
what they are looking for?

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY 26
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It's a conversation

Evaluate
Formulate likelihood of

a question Refine success

search
-

Select an

Create the Review . Examine
item .
query results selected item
-

Try again Evaluate
success

Search is one way to learn what is
available on a site

People browse and search
People are hopeful, but give up easily

When they find a good article, they
read it carefully

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

Patterns: Alternating search and browse

I don’t know
where to
start Use a favorite search site to jump into a

place to start browsing...

1
—
........... read that —
[— page, then ———
— browse /\/\/‘
-—

..and return to the results list when
browsing stops yielding more information €¢——

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY
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Patterns: Alternating search and browse

Thisis a
site | know o )
o Start at a specific site and combine

“ - browse and search within it.

e |
£ 5 3 -

[— Search
I/T Results \
i |

' msmm— pick a page and
browse first, to the — browse

general area... —
then search for

specific
information

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

A one-sided conversation

Keep up
with me...

Je " Results
Of course I know it's Tfeatment Options

. Tfeatment Options
a machine, but you do

want it to know...” 4___._—-——‘_Treatment Options
Treatment Options

m  "You ask for one
thing, and you get all

of this.”
I
m  “"We're dlready in —
‘stroke.’ Will that ———]
stay, or will T have to

add it.."

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY
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Using browsing techniques to search
=

Edit Wiew Favortes He
FEE
| wBak - = - (@ [B) ﬁ|@53ar:hj EAE - —

. ack - . B card | B Edt Vew Fgeortes Took e
Recipe Search Jems -+ @ B @ @men | s o ] 8% e
Search by ’ W

More than 14,000 recipes / HOME EAT DRINK LEARN
are just a keyword away _

Tools

=101 x|

Wiew Favorites Tools He »|J|

HOME | TAT | DRINE | LEARN | SHOP | RICIPES | RESTAURANTS | BC

Efheracd] = constantgg BrOWsSE

Cross-reference by cuisine, Cur mos|

Brewss > Chesss.

] preparation, and Hee you may browse more than 14,000 g zn—\;;no;;;mr e | uunr;anuﬂ — .
- H H 4 peimers o 2] 4 swned &3
your favorite c_ookbook for inspiration, Mnly Bread (3) Coukies t10) Duh (460 kn
Browse narrow the recipes by category. Baeakfant (65) Disgsest (224 Salad (178) it
Peruse the database by to cook no Enanch (58)

catagory.

1. 1500 1761 | Hest =

T .I\:‘hl":r::n':; MAIN INGREDIENT
Search more than 1,000 from Gourn | Be3nE, Beel, Berrie SADULT* FIMIENTO CHEESE
thocolate, Citrus, Dary=egeFich, Guwrmet February 1999
drink racipes. deliveradt[  CP piEsT .
aekly, ruits, Garlic, Ginger, Grains, Greens,

Herbs, Lamb., Mushrooms, Mustard,
Nuts, Olives, Onions, Pasta, Peppers,
4 Park, Potatoes, Poultry, Rice,
Shellfish, Tomatoes, Vegetables

ALMONE Y CHEESEE-AK
Bon Appétit Febnuary 1568

_-—
Bon Appétit Augast 2001
CULSINE i
i i African, American, Asian, Caribbean,
B . El El 4 AN WHIL
epicurious.com Eastern European, French, Greek, o
Indian, Italian, Jewish, Mediterranean, Fpleuriaus
Mexican, Middle Eastern, Scandinavian, . -
Spanish ANCELHAIR FRITTATA
BHan Appetit July 1992
SPECIAL CONSIDERATIONS — .
Kid-Friendly, Lowr Fat, Meatless ANRE'F 04T CUEEL GRATL

in Pravence

4 Lal ] L';I

&) MtpifTadet conderet,

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY

2 SITE]
| Be g yew Fgertes ook b

=
g .. = = Several approaches on one

S i ; o - page
QuickLinks | My Accounts My Emplayer Plan Funds u L|nkS to SpeCIa| features

Education, Plannin

Search the Vanguard Website that are likely to provide
« Locking for  funt? Check our Eund Finerh direct answers (Find)
« Don't know 2 term? Chl:(:lul.ur th ) .
o For an overdiw of the website, see our Site Mig. n Slmple teXt-bOX SearCh
Baslc Search .
(and a link to an advanced

Ertier wards or phrasis

Search Agdvanced Search Search Tips Search) (Query)
Browse the Vangusrd Website Index m An index of terms that

IMum JAIBICIDIEIEIGIHIIIEILIMIBIQIEIQIRBIZIDILIEISIXIEIZ)

initiate a search
AL S o account manienance fees (Structured)

0% withholding rigui
see ing

1
[ [ o ]
http://www.vanguard.com/site/search.html
(no longer the current design)

THE RIGHT SEARCH FOR YOUR SITE © 2003 WHITNEY QUESENBERY
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Attitudes
| know the web pretty well

I’'m looking for specific
information, and need to
know the source

Most likely to refine search
or use advanced features

Often, has a favorite
bibliographic site

Attitudes

| want new details, not the
same old information

| want to see where this
information comes from

Don'’t distract me, unless it's
important

Often has a favorite search
engine

Key Personas Form a Continuum

Attitudes
Help me get started

Give me links to what |
need to know

Easily distracted by new
information

Primarily a browser, but
will search if frustrated

Needs

A good search with
professional results

Fast access to key
information

THE RIGHT SEARCH FOR YOUR SITE

Focused site
Single narrow topic

Limited number of
pages

© 2003 WHITNEY QUESENBERY

Needs

Good launch points and a
search that narrows from
there

Some features, such as
sorting by date, to help
determine relevancy

The Right Search on the Right Site

Deep site
Single, broader topic

May have many
pages

Needs
Good links

Easy to read search
results

Simple search

Broad site
Multiple topics

May be organized
into “subsites”

Single primary May have several Large number of
audience audiences pages
Many audiences
<

Search helps locate
specific, detailed
topics (but may often
have no hits)

Expands the site by
providing a way to
link to other sites that
have appropriate
material

THE RIGHT SEARCH FOR YOUR SITE
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Search aids in site
navigation

Exposes all of the site
content on a specific
topic, cutting across
the menu hierarchy

>

Search narrows the
world to a section
where the visitor can
explore

Search makes
connections between
sections or topics on
the site
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In the end... it's about people

What am | Is there an
looking interesting
for? Refine article here?
search ‘.
® VY -
Select :
Cr;'e‘zte - Review an item Examine
results | ———»| selected
query item
€ Did this
Try again answer my
question?
o J'i m Usable search interfaces help answer user
‘air"' " questions at every step
# . | m Present the right amount of information (or
) - options)
m Make the information architecture match
» user mental models and terminology
Anticipate questions and provide answers
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Whitney Quesenbery designs interfaces for projects from web sites to applications
and helps companies implement a user experience capability to improve the
usability of their products. She is an expert in developing new concepts that
achieve the goal of meeting business, user and technology needs.

As one of the developers of LUCID (Logical User-Centered Interaction Design),
she promotes the importance of a user-centered approach and usability in design.

Whitney is on the UPA board of directors and manages the STC Usability SIG
web site.
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