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Goals of research

The goal of this study is to analyze users and current user needs on the New York State (NYS) 
Daprtment of Labor (DOL) website. The study will be analyzed by task completion, user feedback 
and recomendation metrics in order to identify usability issues within the DOL user experience as 
it it exits un June 2019. The proposed tests will include:

• Remote task completion testing

• Video recordings

• Remote user survey
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Methodology

The test will be run as a set of three (3) studies of five (5) users apiece to explore a variety of user 
journeys for 3 different user personas. This basis of five (5) users per study will identify major 
issues within that user journey and  Testing will be sourced from the platform trymyui.com and 
users will need to meet the following criteria:

• Must be 18+

• Must have a high school education or higher

• Must have held a job in the United States
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Methodology: Personas

Each study will be comprised of a set of tests for a different type of user that might be using the 
DOL website. These users have unique situations designed to test different needs of the DOL 
website and fall into these categories:

• Single task users:
UI claimant looking to collect disability after unemployment has run out
UI claimant trying to file a complaint after being fired for cause
Parent of a child performer looking for the forms permitting work
Seasonal hospitality worker trying to find minimum wage laws
Recently trained trade worker looking for more career training
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• Regular users:
Researcher looking for the most recent DOL statistics on employment
Director of human resources trying to strategize large-scale staffing
Small business owner needing information on the shared work program 
for to help with seasonal lay offs
Teen-aged job-seeking looking for information on occupational training
Unemployed worker looking for a job

• Frequent users:
Disabled, retired veteran looking for work in upstate New York
A lawyer is looking for information a labor law that was recently passed
A researcher is looking for information on credentials and statistics for 
green jobs
Internal users: in-person testing
A career counselor is looking for licensing requirements for architects, 
pharmacists and welders 
A DEWS staff member is trying to find updates on recent projects
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Methodology: Survey

Each study will also consist of a series of follow-up questions which will remain consistent 
across all three (3) studies. These survey questions will be appended to each task test to attain 
qualitative information about the user experience for each user persona category. The following 
questions will be asked:

• How would you rate your ability to complete the tasks on the website?

• How did you feel using the website to complete these tasks? 

• How comfortable would you feel recommending this website a resource to 
a friend or coworker?

• What suggestions do you have for improvement on this site?



Department of Labor State of Usability
June 11, 2019

Methodology: Survey
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Analysis: Primary Methodology

The variance of ability to complete the tasks leads us to conclude that there are too many 
inconsistencies with the user experience for users to be universally successful.

In this study, we identify several navigation strategies among users. These methods preferences 
can help us identify where the inconsistencies lie in the DOL user experience as the content will 
need to serve all kinds of users. There are three main strategies users employ to complete tasks 
are: 

• Primarily use search

• Primarily use navigation (DOL and NYS navigation)

• Primarily use content on the page
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Analysis: Primary Methodology

Users who consistently used the DOL navigation were more successful than those who used 
the NYS navigation, thought this may partially be because the personas were based on DOL use 
cases. Users who used search exclusively were largely successful, with two patterns emerging 
where: users would often start on the DOL content, bounce to the NYS search and go back to 
DOL content, or users would often think they were successful when not on the DOL content.

Users that utilized the search feature were most successful when they found their way back to 
DOL content, and very unsuccessful and confused when they did not.
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Analysis: Task Completion

No user was able to complete all the tasks presented to them: the highest task completion 
ranking score was a 90/100, which was completed in the Regular User Study. The lowest 
completion ranking was 10/100, which was completed in the Frequent User Study. 

The most universally successful study was the Regular User Study, followed by the Single User 
Study, and lastly the Frequent User Study. We believe this is from two factors: user primary 
methods of navigation, and the content structure on the page. See appendix for task completion 
rates. 
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Analysis: Survey Responses

While some users found the site easy to use, many expressed their confusion and with the 
amount of information presented to them and the effort to navigate it. Average recommendation 
scores as as follows:

• Single-task user study: 6

• Regular user study: 6

• Frequent user study: 5
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Recomendations

In order to improve the DOL site experience for all users, regardless of their experience level or 
navigation instincts, we recommend the following high-level usability guidelines:

• Standardize search, filter and location input methods
Input queries and filters should work the same across all tools

• Clarify state-wide versus department wide content
Search often works well, but bounces through departments in accurately

• More consistent visual hierarchy and less content
Organize content in a striking and consistent way that is less text-heavy
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Larger Recomendations

In order to improve the DOL site experience for all users, regardless of their experience level or 
navigation instincts, we recommend the following high-level usability guidelines:

• All new sites being built under NYS need an information architecture 
guideline

• All additional tools and files should be broken out into a filter option in the 
NYS navigation

• The NYS search and department-specific content need to work well to-
gether visually and in the universal search
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Appendices 
Including test tasks, completion charts and 
select quotes
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Appendix: Test Tasks

Single- task user tests

Yvonne’s daughter is performing in an off-Broadway show and will need to file paperwork for 
the production agency and school. Find the forms Yvonne will need to fill out for her daughter to 
legally work.

Sam is an unemployment insurance claimant who was fired for cause and is appealing his unem-
ployment insurance claim because he says he was fired after reporting sexual harassment to HR. 
Find information on how to appeal a unemployment insurance claim.

Jackie recently saw subway ads explaining New York has a new $15 minimum wage. She works 
for a small restaurant with over 11 employees who told her because she works for tips, she will 
not see an increase. But even with tips, she falls short of $15/hour. Find information on who will 
make $15 an hour and what actions are available to wage workers.
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Appendix: Test Tasks

Darshon is looking for career training in to see if there were any free career training programs 
available to him. Find free career training programs near his address of 10-55 47th Ave Long 
Island City, NY 11101 in Queens, New York.

Alex is an unemployment insurance claimant who lost her job as a home health aide when she 
became physically disabled and no longer able to satisfy the rigors of her job. She is looking for 
information on how to collect disability now that her unemployment is running out. Find informa-
tion on how to collect disability. 
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Appendix: Test Tasks

Regular user tests

Jose is writing a piece for a regular column on labor organizing in Staten Island. Find the most 
recent statistic on unemployment rates in New York.

Shonda is staffing a large facility in Brooklyn and needs help to identify workforce needs, 
strategize hiring events and assist with the marketing and outreach of job openings through social 
media, career centers, workforce partners and community based organizations. Find support 
services available to her from the Department of Labor.

Jordan owns an event production company with several full-time and part-time workers. He 
unfortunately will need to lay off several employees and needs to find the correct forms and would 
like more information on the Share Work program to help them find other employment until work 
picks up. Find out how to sign up for the Shared Work program.
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Appendix: Test Tasks

Maria needs a job during the summer of her Junior and Senior year of high school. She’d like to 
start building a skill in a trade rather, and she’d also like to get paid to learn on the job. Find her 
find a computer science internship in the Nassau County area.

Brad has recently graduated with a bachelor’s degree in Accounting and is looking for a job. Find 
him a career center near his Rochester home of 123 Main Street, Rochester NY, 14602. 
 



Department of Labor State of Usability
June 11, 2019

Appendix: Test Tasks

Frequent user tests

Derek is a disabled, retired veteran looking for help for finding work. Help him locate career 
services for veterans in the Albany area. 

Danika is a legal associate looking for the state’s monthly jobs press release and the most recent 
WARN notices. Find the most recent monthly job press release data for her and the most recent 
WARN notices.

Devin is an engineering student conducting research on green jobs for a university’s engineering 
department. Find information on credentials for green jobs and common green occupations.
Paul is a high school career counselor is gathering information for a high school job fair to 
encourage students to go into the trades. Find information on  for licensing requirements for 
architects, pharmacists and welders. 
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Appendix: Test Tasks

Paul is a high school career counselor is gathering information for a high school job fair to 
encourage students to go into the trades. Find information on  for licensing requirements for 
architects, pharmacists and welders. 

The Division of Employment & Workforce Solutions (DEWS) team distributed a newsletter about 
job positions open to government employees and Erica would like to learn more about the 
services the team provides. Find information on what the DEWS team does for the state. 
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Appendex: Select quotes

Single-task user study

“I didn’t think it was particularly intuitive as I had to use the search bar to find everything I was 
looking for. If I was really looking for these services, I’m glad “search” worked but I’d like to see 
them more present in quickly viewable menus.”

“I felt like some of the wording could have been better, like when I was looking to file an appeal, I 
saw information about hearings but I wasn’t certain if that would be from an appeal process or for 
something else”
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Appendex: Select quotes

Regular user study

“I was able to complete most tasks but it took too much trial and error clicking around until I 
found the section that was needed. This information could be organized in a more streamlined 
way. Screen reader support enabled. I was able to complete most tasks but it took too much 
trial and error clicking around until I found the section that was needed. This information could be 
organized in a more streamlined way.”

“I felt like this website was designed to house an incredible amount of information and not to 
serve the person going to the site with a specific problem or question.”
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Appendex: Select quotes

Frequent user study

“I feel that the website has almost all the information I need. But it takes a while to find those files 
or data I need exactly.”

“The website is not very well organized. Some information is hard to find and locate. Need to go 
to several other possible places before I land on the right place.”
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 o

pe
n 

so
 I 

go
t l

os
t w

ith
 m

y 
se

ar
ch
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ow

ev
er

 I 
fe

el
 

th
at

 a
fte

r s
om

e 
pr

ac
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I w

ou
ld

 fe
el

 m
or
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m
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rta
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e

I d
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n'
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ve
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I 
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 u

se
 th
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ch

 b
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th
in

g 
I 

w
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ok
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r. 

If 
I w
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th
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e 
se
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 g
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ke
d 
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 s
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 m
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e 
pr
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en

t i
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ic
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le

 m
en
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w
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en
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w
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 p
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fo
rm
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ll 

th
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 w
eb

si
te

I f
el

t l
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e 

of
 th

e 
w

or
di

ng
 c
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at
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t c
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 c
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t c
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 c
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, c
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 I 
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e 
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f d
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n 
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at
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d 
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 c
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 d
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 s

ite
?

It 
w

ou
ld

 b
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ha
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ot
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 c
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 s
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rm
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 c
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 c
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es
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I f
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t o
pt

io
ns

 li
ke

 fo
rm

s,
 tr
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ng
 

pr
og
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m
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m
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 m
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r m
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 b
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e 

w
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m
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u 
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 c
at

eg
or

ie
s.

 
A

ls
o 

w
ou

ld
 b

e 
gr

ea
t t

o 
ha

ve
 a

 v
id

eo
 e

xp
la

in
 

ho
w

 to
 u

se
 th
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 p
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 p
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e 

us
er

 th
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) f
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. L
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 re
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 d
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.
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e 
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sk
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 c
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 c
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 d
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 c
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e 
m
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 a

nd
 e
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 c
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ou
nd

 u
nt

il 
I f

ou
nd

 th
e 

se
ct

io
n 

th
at

 w
as

 
ne
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at
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 c
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I c
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 c
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ra
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 b
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I f
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 d
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at
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in
g 
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 p
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 c
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 c
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to

 d
ed
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e 
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in
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w

er
s.

I t
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nk
 th

e 
fir
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 w

eb
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te
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y 

to
 fi
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. I
 d
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t h
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e 
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y 
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m
s 
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rc
h 

fo
r a

 jo
b.
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m
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 c
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r d
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m
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r t
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 b
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 d
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at
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 m
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 d
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e 
w

eb
si

te
 th
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 c
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 d
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 I 
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d 
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g 
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e 
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o 
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h 
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e 
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y 
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e 
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 c
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el

 u
si

ng
 th

e 
w

eb
si

te
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co

m
pl

et
e 

th
es

e 
ta

sk
s?

I f
ee

l t
ha

t t
he

 w
eb

si
te

 h
as

 a
lm

os
t a

ll 
th

e 
in

fo
rm
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io

n 
I n

ee
d.

 B
ut

 it
 ta

ke
s 

a 
w

hi
le

 to
 

fin
d 

th
os

e 
fil

es
 o

r d
at

a 
I n

ee
d 

ex
ac

tly
.

I f
el

t t
ha

t t
he

re
 w

as
 s

o 
m

uc
h 

in
fo

rm
at

io
n 

on
 th

e 
w

eb
si

te
 th

at
 it

 w
as

 o
ve

rw
he

lm
in

g.
 

A
ll 

of
 th

e 
di

ffe
re

nt
 b

ut
to

ns
 m

ak
e 

th
e 

w
eb

si
te

 h
ar

d 
to

 n
av

ig
at

e.

I f
el

t o
ve

rw
he

lm
ed

. B
ut

 I 
di

d 
fin

d 
so

m
e 

re
lie

f i
n 

us
in

g 
th

e 
se

ar
ch

 fe
at

ur
e.

I f
el

t l
ik

e 
th

e 
si

te
 c

ou
ld

 h
av

e 
be

en
 b

et
te

r 
or

ga
ni

ze
d.

 S
im

pl
er

 to
 u

se
. A

ga
in

, I
 ju

st
 

en
de

d 
up

 s
ea

rc
hi

ng
 th

e 
ke

yw
or

ds
 

be
ca

us
e 

it 
w

as
 to

o 
di

ffi
cu

lt 
to

 n
av

ig
at

e 
ot

he
rw

is
e.

Th
e 

w
eb

si
te

 is
 n

ot
 v

er
y 

w
el

l o
rg

an
iz

ed
. 

S
om

e 
in

fo
rm

at
io

n 
is

 h
ar

d 
to

 fi
nd

 a
nd

 
lo

ca
te

. N
ee

d 
to

 g
o 

to
 s

ev
er

al
 o

th
er

 
po

ss
ib

le
 p

la
ce

s 
be

fo
re

 i 
la

nd
 o

n 
th

e 
rig

ht
 

pl
ac

e.

H
ow

 c
om

fo
rt

ab
le

 w
ou

ld
 y

ou
 fe

el
 

re
co

m
m

en
di

ng
 th

is
 w

eb
si

te
 a

 
re

so
ur

ce
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 fr

ie
nd
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r c

ow
or

ke
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 1
 

be
in

g 
no

t c
om

fo
rt

ab
le

 a
t a

ll 
an

d 
10

 
an

d 
be

in
g 

ve
ry

 c
om

fo
rt

ab
le

7.
 I 

w
ou

ld
 s

ay
 th

e 
w

eb
si

te
 h

as
 p

le
nt

y 
of

 
da

ta
 a

nd
 in

fo
rm

at
io

n 
th

at
 c

an
 h

el
p 

m
y 

fri
en

ds
 o

r c
ow

or
ke

r. 
B

ut
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 n
ee
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 s
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e 

tim
e 

to
 g

et
 fa

m
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 w

ith
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is
 w

eb
si

te
 in

 
or

de
r t

o 
us

e 
it 
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fic

ie
nt

ly
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3 
- I

'm
 n

ot
 v
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y 
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m
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rta
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e 

re
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m
m

en
di

ng
 th

is
 w

eb
si

te
. S

om
e 

of
 it

s 
fe

at
ur

es
 a

re
 s

el
f e

xp
la

na
to

ry
 b

ut
 m

os
t a

re
 

no
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I w
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 s
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 7
 d

ep
en
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w

 s
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th
e 

fri
en
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 c
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ke

r w
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e 

w
eb
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3

5,
 th

er
e 

ar
e 

go
od

 in
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rm
at

io
n 
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is
 

w
eb

si
te

, b
ut

 s
om
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d 

to
 fi

nd
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W
ha
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ge
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 d
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ov
em

en
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ng
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he
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 c
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fil
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ep
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nd
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at
e"

. F
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 e
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m
pl
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an
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 c
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 fi
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se
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 re
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ll 
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e 

re
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d 
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 I 

w
an
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le
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in

k 
ab

ou
t w

ho
 y

ou
r d

iff
er

en
t 

au
di
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 b
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le
 to

 th
em
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th
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te

 
w
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 p
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d 
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d 

na
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or

ki
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go
ve
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m

en
t.

I t
hi

nk
 th
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se
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m
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e 

fil
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hi
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w
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p 

na
rr

ow
 th
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at
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Im
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 fi
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 w
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Im
pr
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e 
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r f
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 p
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 b
ro

w
se

 b
y 

oc
cu

pa
tio

n 
or

 b
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